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BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA 
 
Order Instituting Rulemaking to 
Consider New Approaches to 
Disconnections and Reconnections to 
Improve Energy Access and Contain 
Costs. 
 

 
 

Rulemaking 18-07-005 
 

 
ADMINISTRATIVE LAW JUDGE’S RULING SETTING WORKSHOPS, 

ISSUING STAFF REPORTS AND QUESTIONS ALONG WITH OTHER DATA 
AND REQUEST FOR COMMENTS AND REPLY COMMENTS 

Summary 

On July 20, 2018, the Commission approved this Order Instituting 

Rulemaking (OIR) pursuant to Senate Bill (SB) 598 to address disconnection rates 

across California’s electric and gas investor-owned utilities.  Among other things, 

the goal of this proceeding is to adopt rules and policies that will ultimately 

reduce disconnections and improve reconnection processes for disconnected 

customers. 

1. Notice of Workshops 

The next workshop in this proceeding is set for June 28, 2019 from 

9:30 a.m. to 5:00 p.m. at San Bernardino Valley College Room B-100, 701 S 

Mt. Vernon Ave., San Bernardino, CA 92410. 

A workshop in this proceeding is set for July 9, 2019 from 9:30 a.m. 

until 5:00 p.m. at California State University Monterey Bay at Salinas City Center, 

1 Main Street, Salinas, California 93901. 
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An additional workshop will be held in this proceeding on July 23, 2019 

from 9:30 a.m. to 5:00 p.m. at Weekes Community Center, 27182 Patrick Avenue, 

Hayward, California 94544. 

2. Issuance of Workshop Report and Appendices 

Attached to this ruling is Attachment 1 which is the Workshop Report 

Considering New Approaches to Disconnections and Reconnections to Improve Energy 

Access and Contain Costs, dated May 2019 and Attachment 2 titled Workshop 

Appendices.  The parties shall review attachments and provide comments by 

July 10, 2019.  Reply can be filed no later than July 15, 2019 

3. Issuance of Empirical Analysis Staff Report 

Attached to this ruling as Attachment 3 is An Emperical Analysis of 

Residential Utility Service Disconnections in California: An Energy Staff Report.  

Parties shall review the report and make comments no later than July 1, 2019.  

Reply may be made no later than July 5, 2019. 

4. State Arrearage Management Program  
Summary In Other States 

Attached to this ruling as Attachment 4 is a Summary ofAarrearage 

Mangement Programs in Other States.  The parties shall comment on these other 

programs and provide information concerning why or why not the Commission 

should consider similar programs in California, including the costs and benefits 

of these programs.  Comments are due by July 10, 2019 and reply comment may 

be filed by July 15, 2019. 

5. Department of Community Services And 
Development Correspondences and Other Data 

Attached as Attachment 5, is the Department of Community Services and 

Development (CSD) All Program Counts, Attachment 6 High Disconnection Zipcodes 
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and Attachment 7 CSD’s Letter to Commissioner Guzman-Aceves dated 

May 10, 2019.  The parties may make comments on these attachment no later 

than July 10, 2019 and may file reply comments no later than July 15, 2019, if 

desired. 

6. Request for Additional Information 

The parties shall respond to the following six questions.  Inital responses 

are due on July 10, 2019 and reply commentsa may be filed no later than 

July 15, 2019. 

1. Questions related to transparency:  

A. Question 3E in the first Ruling that was sent out on 
May 1, 2019 requests Investor Owned Utilities (IOUs) 
to provide examples of customer disconnection 
notifications.  In addition to written notifications, the 
IOUs claim that they notify customers about 
upcoming disconnections through calls and emails.  If 
so, when are the calls made or emails sent?  Are the 
calls made by a live agent or automated?  If any, what 
low-income assistance programs information are 
included in outbound calls and emails?  Please 
provide examples of outbound calls transcript and the 
emails that are sent. 

2. Questions related to risk assessment: 

A. Utilities reported that they use a discretionary risk 
assessment to determine the duration of a payment 
plan and when a customer should be disconnected. 
What happens to a customer’s risk assessment score 
when the customer moves to a new place? 

3. Questions related to deposit: 

A. What is the amount of the deposit for service 
establishment or re-establishment?  How do the 
utilities determine which customers require a deposit 
and the amount of the deposit for service 
establishment or re-establishment?  
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4. Questions related to Low-Income Home Energy Assistance 
Program (LIHEAP):  

A. Utilities should provide the annual number of 
residential accounts in its territory since 2013 and 
further subdivided into the customer subgroups: 
TOTAL, LIHEAP, CARE, and LIHEAP + CARE.  Please 
provide the data in an Excel spreadsheet.  

B. Utilities should provide the annual number of 
residential disconnections its territory since 2013 and 
further subdivided into the customer subgroups: 
TOTAL, LIHEAP, CARE, and LIHEAP + CARE.  Please 
provide the data in an Excel spreadsheet.  

5. Questions related to field visits: 

A. Utilities claimed in the workshops that they perform 
in-person visits to vulnerable customers prior to 
disconnecting service.  If the customer is not home, 
what does the utility do?  Does the utility continue to 
make in-person visits until a face-to-face contact is 
made prior to service disconnections?  

B. Utilities claimed in the workshops that customers can 
avoid disconnections if they pay a certain amount to 
the utility worker who arrives to conduct an in-person 
field visit or disconnect gas service.  Can a field 
worker put a customer on a payment plan?  Can they 
collect a portion of the amount due?  What is the 
minimum a customer must pay to the worker to avoid 
disconnection? 

6. Questions related to eligible customers for service 
disconnection 

A. Utilities should provide the annual number of 
residential customers qualified for service 
disconnection from 2010 to 2018.  Please provide the 
data in an Excel spreadsheet. 
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IT IS RULED that: 

1. A workshop in this proceeding is set for June 28, 2019 from 9:30 a.m. 

until 5:00 p.m.  

2. The workshop on June 28, 2019 will be held at San Bernardino Valley 

College Room B-100, 701 S Mt. Vernon Ave., San Bernardino, CA 92410. 

3. A workshop in this proceeding is set for July 9, 2019 from 9:30 a.m. 

until 5:00 p.m.  

4. The workshop on July 9, 2019 will be held at California State University 

Monterey Bay at Salinas City Center, 1 Main Street, Salinas, California 93901. 

5. An additional workshop will be held in this proceeding on July 23, 2019 

from 9:30 a.m. to 5:00 p.m. 

6. The workshop on July 23, 2019 will be held at Weekes Community Center, 

27182 Patrick Avenue, Hayward, California 94544. 

7. By July 10, 2019, the parties shall make comments on the 

Disconnection Workshop Report (Attachment 1) and Workshop Report 

Appendices (Attachment 2). 

8. By July 10, 2019, the parties shall make comments on the 

Empirical Analysis Staff Report (Attachment 3). 

9. By July 10, 2019, the parties shall make comments on the State 

Arrearage Management Program Summary (Attachment 4). 

10. By July 10, 2019, the parties shall make comments on Department 

of Community Services and Developments letter and other documents 

included as Attachments 5, 6, and 7. 
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11. By July 10, 2019, the parties shall provide responses to the 

six questions set forth in section six of this ruling. 

12. If parties wish to make reply comments, they may do so no later 

than July 15, 2019. 

Dated June 12, 2019, at San Francisco, California. 

 
 

  /s/  GERALD F. KELLY 
  Gerald F. Kelly 

Administrative Law Judge 
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I. Introduction	

In July 2018, California Public Utilities Commission (the Commission) opened an Order Instituting 

Rulemaking (R.18‐07‐005) pursuant to Senate Bill (SB) 598 (Senator Hueso, 2017) to address 

disconnection rates across California’s electric and gas investor‐owned utilities (IOUs) with the intention 

of adopting policies and rules that reduce residential disconnections and improve reconnection 

processes and outcomes for disconnected customers.   

In order to help create rules and regulations aimed at reducing the statewide level of residential gas and 

electric service disconnections for nonpayment, Commissioner Guzman Aceves and Commission staff 

convened three workshops in 2018 that focused broadly on three topics: utility disconnection and 

reconnection data, existing utility policies and practices designed to reduce disconnections, and 

disconnection challenges and potential solutions.  

The first workshop was held on October 12, 2018 in Riverside, the second workshop was held on 

November 19, 2018 in Fresno, and the third workshop was held on December 6, 2018 in Stockton.  Each 

workshop was held in a location where residents were experiencing high disconnection rates.  The 

workshop agendas and presentation slides are included in the Appendices to this report.  

In attendance were representatives from California Public Advocates, Pacific Gas and Electric (PG&E), 

Southern California Edison (SCE), Southern California Gas Company (SoCalGas), San Diego Gas and 

Electric (SDG&E), Centro La Familia, City of Philadelphia, City of Stockton, Fathers and Families of San 

Joaquin, Housing Long Beach, Kair In‐Home Social Services, National Consumer Law Center (NCLC), 

Poverello House, San Joaquin Public Health Services, Greenlining, Center for Accessible Technology 

(CforAT), The Central Valley Urban Institute, The Utility Reform Network (TURN), and other 

stakeholders.  The workshops were also open to the public and invited public comments.  Participants 

could also join the workshop via conference line or WebEx.   

This report first presents disconnection trends in the large IOUs’ territories.  That information is 

followed by a series of summaries of IOUs’ disconnection policies and practices, CBOs’ concerns 

regarding disconnection practices, and public comments.  Then, this report summarizes existing policies 

in other states aiming for alleviating disconnection as well as policy solutions proposed by workshop 

participants.  Lastly, the Appendices contain workshop agendas, presentation slides, and informal 

comments provided by parties following the workshops. 

II. Disconnection	Trends	

Disconnection rates1 among residential customers have been rising in the large IOU territories 

since the Commission began tracking disconnection rates in 2010.  As Figure 1 shows, the 

disconnection rates of SCE and SDG&E have increased over the years, while SoCalGas’s annual 

                                                            
1 Disconnection rate is defined as the number of disconnections due to nonpayment divided by the number of 
residential customers in an IOU’s territory.   
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disconnection rates remain relatively steady around 2%.  PG&E also shows an overall growing 

trend in disconnections despite the disconnection rate declining slightly in 2017 and 2018.  In 

2018, SCE’s disconnection rate was 9.68%, PG&E’s was 4.97%, SDG&E’s was 3.62%, and 

SoCalGas’s was 1.91%. 

 

 

Figure 1 Annual Disconnection Rates, 2010‐2018 

Source: Data were compiled by the Energy Division, based on the Quarterly Disconnect Data Reports 

submitted by IOUs as a requirement of R.10‐02‐005. 

 

Historically, customers of California Alternate Rates for Energy (CARE)2 and Family Electric Rate 

Assistance program (FERA)3 have higher disconnection rates, compared to the average 

disconnection rates of the total population.  In particular, FERA’s disconnection rates are the 

highest among all customer groups.  For PG&E, FERA’s disconnection rates remained around 

11% from 2014 to 2018, while CARE’s disconnection rates were around 6% (Figure 2).  For SCE, 

FERA’s disconnection rates and CARE’s disconnection rates also have gradually increased since 

2010; last year, 13% of FERA customers and 10% of CARE customers were disconnected (Figure 

3).  For SDG&E, 5.5% of FERA customers and 4% of CARE customers were disconnected in 2018 

                                                            
2 Low‐income customers that are enrolled in the CARE program receive a 30‐35% discount on their electric bill and 
a 20% discount on their natural gas bill.  Customers whose total household income is at or below 200% of Federal 
Poverty Guidelines are eligible for CARE enrollment. 
3 Families whose household income slightly exceeds the CARE income allowances and below 250% of Federal 
Poverty Guidelines qualify to receive FERA discounts, which applies an 18% discount on electricity bills.  FERA is 
available for a household with three or more people.  
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(Figure 4).  For SoCalGas, CARE customers historically had a 2% higher disconnection rates 

compared to total customers (Figure 5)4.  

Among all vulnerable customer groups, Medical Baseline5 customers experienced the lowest 

disconnection rates (less than 2%) over the years. 

For customers who did not enroll in CARE nor FERA (Non‐CARE/FERA), the disconnection trends 

have been moving closely with the disconnection trends of the total customers in all IOUs’ 

territories.  In PG&E’s and SoCalGas’s territories, Non‐CARE/FERA customers had lower 

disconnection rates than CARE or FERA customers over the years.  For SCE, Non‐CARE/FERA 

customers have experienced growing disconnection rates in the past six years.  SCE’s Non‐

CARE/FERA disconnection rates were lower than CARE’s disconnection rates until 2015 – since 

then, Non‐CARE/FERA customers have experienced higher disconnection rates than CARE 

customers.  Among the four IOUs, SCE is the only IOU where CARE customers had lower 

disconnection rates than its Non‐CARE/FERA customers did.  For SDG&E, although CARE 

customers still had higher disconnection rates than its Non‐CARE/FERA customers, the 

differences have been reduced as Non‐CARE/FERA customers experienced increasing 

disconnections, while CARE customers experienced decreasing disconnections in the past years.  

 

Figure 2 PG&E's Disconnection Rates by Customer Group 

                                                            
4 FERA data was not presented for SoCalGas because it is an electric program. 
5 Medical Baseline allowance is an assistance program for customers who have special energy needs due to 
qualifying medical conditions. In addition to the standard baseline quantities (that all customers receive based on 
their region), medical baseline customers receive approximately 500 additional kilowatt‐hours of electricity and/or 
25 therms of gas per month at the lowest price available on their rate.  In general, a licensed medical practitioner 
must certify that a full‐time resident at the customer’s home has qualifying medical conditions for medical baseline 
enrollment, including special needs for heating, cooling, and/or life‐support equipment. 
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Figure 3 SCE's Disconnection Rates by Customer Group 

 

 

Figure 4 SDG&E's Disconnection Rates by Customer Group 
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Figure 5 SoCalGas's Disconnection Rates by Customer Group6 

 

III. Summary	of	Workshop	Presentations	

1. IOUs 
In the Riverside and Fresno workshops, the IOUs gave an overview of their services, tools, and 

policies that help customers manage bills and arrearages.  This section summarizes available bill 

management tools for customers and utilities’ disconnection policies and practices.  The 

policies across the four IOUs share some commonality and are therefore organized into sub‐

topics in this section.  

a. Customer interface tools for bill management 

As part of their efforts to collect payment and prevent disconnection, the four IOUs reported 

that they provide various tools and assistance to help customers understand rates and manage 

their bills.  Customers can manage energy bills and choose when to pay through websites, by 

phones, or by contacting Customer Centers.  Customers can also monitor usage through their 

online accounts.  

For example, SDG&E reported that many tools were made available to customers to manage 

payment plans and arrearage.  Customers can manage payment arrangements through 

SDGE.com, an interactive voice response phone system, and by contacting the Customer Care 

Center.  Flexible budgeting tools such as Level Payment Plan and Goals and Alerts through email 

notification are available.  SDG&E also offers customers a usage prediction tool.  

                                                            
6 The disconnection data of Medical Baseline customers prior to 2013 are not available.  
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b. Disconnection practices and notification efforts 

When customers have high usage, past dues, or become eligible for disconnections, IOUs send 

out notifications and alerts to customers with preferred communication methods such as calls, 

texts, emails, or mail.   However, customers have to enroll to receive alerts.  Because every 

customer has different preferences on communication channels and methods, the IOUs try to 

communicate with customers with the customer’s preferred method when such information is 

available.  To serve all customers, information about energy saving tips, assistance programs, 

energy usage, or payment plans are usually provided in different languages. 

A customer becomes eligible for disconnection when the account is delinquent.  A delinquent 

account is one where the total bill amount (including current and past due bills) has not been 

paid through its standard billing and collections process.  Prior to disconnection, IOUs send 

multiple notifications via emails or phone calls to the customer.  In these messages, IOUs 

reported that they include information regarding payment arrangements and assistance 

programs for low‐income customers.  For example, in its 48‐Hour Notice, PG&E claimed to 

include information on financial assistance programs and services in the 5 most common 

languages7.  PG&E reported that it calls low‐income customers more times prior to 

disconnection, compared to regular customers.  Additional phone calls are also made to 

customers with a balance of $300 or greater one day prior to disconnection.  It is also standard 

for SCE and SoCalGas to contact customers multiple times prior to disconnection.  

In addition to sending notifications, IOUs conduct in‐person visits to vulnerable customers – 

critical care, medical baseline, disabled, and elderly – before shutting off utility service.  

However, IOUs do not inquire information about customer mental health conditions and 

cannot identify if a customer has such difficulty.  SoCalGas and SDG&E claimed to make two 

field visits to vulnerable customers.  In field visits, SoCalGas’s Field Collectors provide a 

pamphlet about payment arrangements and assistance programs as well as discuss with 

customers about payment options and reduce payment amounts to maintain gas service if 

needed.  SoCalGas representatives stated that customers can avoid disconnections if they pay a 

certain amount to the utility worker who arrives to disconnect (gas service requires manual 

disconnections) or conduct an in‐person field visit.   Some in the audience disputed SoCalGas’ 

statements, noting that the certain amount to avoid the shutoff was not a nominal amount and 

claimed that even if a payment was made to the worker, the shutoff could still occur because of 

communication breakdowns between the worker and the dispatch center8.  

                                                            
7 The assertions of the IOUs on these specific actions have not been verified by staff at the time of this report. 

8 As gas disconnection has to be manual, it is unclear why miscommunication with the dispatch center would lead 

to gas service shutoff.  
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In their presentations, SCE and PG&E shared the typical billing and collections process prior to 

disconnection.  As shown in the graph below, SCE contacts customers at least five times before 

shutting off the electric service.  Each contact made with a customer encourages the customer 

to contact SCE for payment arrangements or bill assistance.  Reportedly, most of customers 

were able to establish payment plans and chose to talk to SCE representatives.  

 

Figure 6 SCE's billing and collections process 

 

PG&E has a similar timeline of notifications and collections process for disconnections.   

 

Figure 7 PG&E's notification and collections process 

As described earlier, the IOUs reported that they provide greater protection from disconnection 

to vulnerable customers.  For example, SDG&E and SoCalGas define vulnerable customers as 62 

years old or older9, handicapped, Medical Baseline, Life Support, and customers who self‐certify 

that they have a serious illness.  SDG&E and SoCalGas claimed to make two field visits to 

vulnerable customers prior to disconnection.   

The IOUs reported that disconnections do not occur during extreme weather events, weekends, 

or holidays10.  Additionally, the IOUs have held campaigns over the years to raise public 

awareness of energy usage and bill management to prevent disconnection.  

                                                            
9 Per the Decision 18‐12‐013 (adopted after the workshops), the Commission used 65 years or older as an age 
threshold to define vulnerable customers.  
10 To ensure and extend protection to vulnerable customers, the Commission issued Decision (D.) 18‐12‐013, which 
ordered that residential customers shall not be disconnected for nonpayment if they qualify for medical baseline 
and/or are above 65 years old, as long as the customer agrees to a payment plan.  D. 18‐12‐013 ordered that 
residential customers shall not be disconnected when temperatures above 100 degrees or below 32 degrees are 
forecasted based on a 72‐hour look‐ahead period.   
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c. Payment plans 

All the IOUs offer payment plans to eligible customers who experience difficulty in paying their 

utility bills.  To avoid a disconnection, customers can set up a payment plan by calling the 

customer service center or through utility websites.  As the Decision 10‐07‐048 ordered, all 

customers are eligible for a payment plan and offered flexible 3‐12 months payment plans. 

Three‐month payment plans are the standard offer by the IOUs, but payment plans can be up 

to a 12‐month duration but only if the IOU agrees.   

It is common for IOUs to use a discretionary risk assessment to determine the duration of a 

payment plan and when a customer should be disconnected, although there is variability 

among the IOUs on how they do the assessment.  Factors that are usually considered by IOUs 

include a customer’s payment history, past due balance, age of debt, the amount of the existing 

deposit, willingness to enter into a payment agreement, and vulnerability to power disruption.  

For instance, SCE reported that it assesses customer risk for non‐payment by analyzing past 

customer behavior with the following criteria: number of delinquencies in the past 12 months, 

months since last eligible for disconnection, amount in arrears, past due balance, last payment 

amount, and months since last payment.  SDG&E also evaluates customers’ payment history for 

a risk assessment.  SDG&E reported that if a customer moves to a new place, the customer will 

get a zero (reset) assessment score. 

Notably, in the Fresno Workshop, the IOUs reported that shorter‐duration payment plans (3 

months or less) have higher successful repayment rates than longer‐duration payment plans 

(more than 3 months).  For example, SCE reported that extended payment arrangements are 

less likely to be repaid.  PG&E also stated that longer‐duration payment plans were ineffective 

in paying back. According to PG&E, most of its payment plans have a duration of 3 months or 

more, but payment plans with duration less than 30 days have the best performance of paying 

back.  According to PG&E’s internal records, the kept rates (for customers that successfully 

completed the payment plan) was 73% in 2013 (see Table 1).  In 2014, PG&E implemented a 

new payment plan standardization policy (see Table 2).  The new policy requires customers to 

make a good faith payment ranging from 10% ‐ 50%.  Customers with good payment history 

would be more likely to be granted longer‐duration payment plans and less down payment 

requirement.  Extenuating circumstances are also taken into account for the establishment of 

payment plans.  PG&E claimed that the payment plan kept rate increased from 20% in 2014 to 

30% in 2017, and continue to rise11.  All medical, life‐support, and vulnerable customers are 

offered up to 12‐month payment plans.  It is important to note that no analysis was included by 

                                                            
11 PG&E representative did not clarify the contexts of these numbers and how the information compares to Table 
1. 
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the IOUs to determine if the amount due was a significant determinant for successful 

repayment in less than 3 months, rather than the period of repayment itself. 

Table 1 PG&E Pay Plan Performance in 2013 

PG&E Pay Plan Performance in 2013 

Duration (days)          Kept Rates 

1‐29  73% 

30‐59  58% 

60‐89  38% 

90‐119  23% 

120‐149  27% 

150‐179  24% 

180‐364  <15% 

365+  6% 

 

Table 2 PG&E Good‐Faith Payment Plan Starting from 2014 

Customers’ Payment 
History 

Required Down Payment of Total 
Balance 

Duration 

Excellent  0% ‐ 100% in 30 days 0 ‐12 Months 

Good  10% ‐100% in 14 days 0 ‐ 6 Months 

Poor  20% ‐100% in 7 days 0 ‐ 3 Months 

5 or More Broken Pay 
Plans and/or 2 or 
More Returned 
Payments in 12 
Months 

A Good Faith Payment of 50% of Total Balance is Requested 

      

Payment arrangements can be set up through multiple channels. For example, SCE’s customers 

can enter into payment plans by speaking to a live‐agent and self‐service channels, including 

interactive voice response (IVR) and websites.  If a customer elects to speak with a live‐agent, 

they will first offer similar arrangements to those granted through the IVR or web channels.  On 

average, 1.7 million SCE’s customers are on payment plans.  Among them, 1 million are low‐

income customers. 

SoCalGas reported it provides level payment plans to help customers budget their arrearages12. 

On average, 1.1 million SoCalGas’s customers are on payment plans.   

                                                            
12 Level payment plans allow customers to pay the same amount every month on their utility bills by averaging a 
customer’s annual usage and costs over a 12‐month period. Enrolled customers pay an estimated average bill 
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Although payment arrangements are available for customers, all of the IOUs stressed that 

sometimes customers could not be reached to establish payment plans or assistance. 

Assistance and intervention can be provided only if customers are available for discussion. 

d. Assistance programs 

All IOUs emphasized they inform customers in need about assistance programs, including CARE, 

FERA, LIHEAP, the Relief for Energy Assistance through Community Help (REACH)13, Medical 

Baseline Allowance, Energy Assistance Fund (EAF)14, and Neighbor‐to‐Neighbor15.   

To verify what information about assistance programs is included in the notices, an 

administrative law judge’s ruling was issued on May 1, 2019 to request examples of customer 

disconnection notifications from the IOUs.  

e. Reconnection practices 

Customers become eligible for reconnection when past due charges are paid or the customer 

enters into a payment plan that is accepted by the IOU.  Households with smart meters can be 

reconnected for electric service immediately, while gas service is manually reconnected and 

requires a field visit where the worker enters the premise, inspects, and restore the service.  

For SoCalGas, reconnection rate is approximately 80%16.  In other words, about 80% of the 

customers who has experienced disconnections will be reconnected to gas service.  

In the Riverside Workshop, PG&E reported that on average, reconnection rates within 48 hours 

of disconnection have remained near 80% in years 2014‐2017.  

SCE reported that it reconnects customers immediately if they self‐certify as critical care and 

need electricity to survive.  According to its internal data, SCE’s average reconnection rate was 

90%, and the reconnection fees have been reduced by 70% since 201317.    

For SDG&E, the number of customers that did not reconnect in 2017 has decreased by 6% when 

compared to 2010.  The reconnection rate within 24 hours of disconnection is 78%, and it has 

                                                            
amount each month instead of actual charges.  By enrolling in a level payment plan, customers expect to avoid the 
surprise of a large bill due to seasonal variation or other events. 
13 REACH provides an energy credit to low‐income families in hardship for up to $300 based on the past due bill 
amount.  A non‐profit organization runs the REACH program from 170 offices in northern and central California.    
14 EAF is a program of SCE that provides one‐time bill payments of up to $100 to its low‐income customers in 
financial hardship. 
15 Neighbor to Neighbor is a program of SDG&E that gives people financial help with their energy bills, and the fund 
is subsidized by SDG&E shareholders and employees.  The money goes toward helping customers who do not 
qualify for any other assistance programs but can't pay their SDG&E bill due to temporary financial hardship.  
There is no income requirement, but a need must be demonstrated, such as temporary unemployment or a 
serious family illness.   
16 See p.3, SoCalGas’s presentation slides in the Riverside workshop. The SoCalGas representative did not clarify 
the contexts of the reconnection rate.    
17 See p.3, SCE’s presentation slide in the Riverside workshop in the Appendices.  
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an average reconnection rate of 90%18.  While the yearly disconnections have increased from 

approximate 21,000 in 2010 to 46,000 in 2017, the annual non‐reconnected number has been 

relatively steady, remaining 5,000 approximately19.  SDG&E reported it closely monitors 

disconnection data to maintain reconnection levels as well as being mindful of costs incurred by 

other customers.   

f. Deposit 

SCE uses industry standard methods to determine customer credit risk for service 

establishment and re‐establishment.  When a service is established, SCE utilizes Experian’s 

proprietary Telecommunications, Energy, and Cable (TEC) risk score, to determine the credit 

risk level for each residential customer.  If a residential customer has a TEC risk score of 520 or 

less, they are required to pay a deposit when establishing service.  At service re‐establishment, 

SCE utilizes a scoring method for determining credit risk for deposits on service re‐

establishment20. 

2. Community‐Based Organizations (CBOs) 

In the workshops, representatives from community‐based organizations (CBOs) shared their 

first‐hand experiences in helping low‐income customers who experienced being disconnected.  

CBOs also raised several issues and concerns associated with residential disconnections.  

The CBOs that presented in the three workshops were Centro La Familia, Fathers and Families 

of San Joaquin, Housing Long Beach, Kair In‐Home Social Services, National Consumer Law 

Center (NCLC), Poverello House, San Joaquin Public Health Services, and The Utility Reform 

Network (TURN). 

In this section, the following sub‐topics mirror the order in the first section to present point‐to‐

point discussions.  Issues that were not substantially presented by the IOUs but raised by CBOs 

in the workshops are also discussed in this section.  

a. Customer interface tools for bill management 

CBOs stated that language barriers discouraged non‐English speaking customers from 

understanding bills and interacting with IOUs about impending disconnection.  Immigrant 

families might have limited English ability or feel powerless to make phone calls themselves to 

IOUs to manage bills or disconnection.  Some families took their disconnection notices to CBOs 

for help.  CBOs stated that based on their experiences of calling IOUs on behalf of their clients, 

customer service representatives were not always sympathetic to these vulnerable customers, 

                                                            
18 See p.3, SDG&E’s presentation slide in the Riverside workshop in the Appendices. The SDG&E representative did 
not clarify the contexts of these numbers. 
19 See p.4, SDG&E’s presentation slide in the Riverside workshop in the Appendices. 
20 SCE and other IOUs did not provide information on the amount of the deposit. 
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nor could they speak their language.  CBOs also stated that energy bills can be difficult to 

understand for many families.  Additionally, the CBOs recommended that the IOUs should 

employ more bilingual speakers at calling centers and use community outreach events if they 

intend to educate at‐risk customers about saving energy and preventing disconnections.  

b. Disconnection practices and notification efforts 

CBOs acknowledged that IOUs sent texts or emails to alert customers when usage was above a 

certain threshold, but they also pointed out that customers had to enroll to receive alerts. The 

CBOs recommended that families should be automatically enrolled in alert notifications when 

they got multiple disconnections.  In the Fresno workshop, TURN stated that IOUs send out 

fewer notifications than they used to do, while disconnections increased in recent years21.  The 

CBOs argued that the use of disconnections as an IOU debt collection strategy should be 

reduced and the use of disconnection notices as debt collection strategy should be increased.  

In response, SCE stated that it issued fewer notifications because delinquencies were declining; 

meanwhile, disconnection rates in its service territory remained steady despite fewer 

notifications sent. 

While the IOUs reported that they conduct in‐person visits to vulnerable customers prior to 

disconnections, CBOs questioned the value of field visit if the customer was not home.  It was 

not clear if the IOUs continue to make in‐person visits, if earlier attempts failed, until a face‐to‐

face contact is made prior to disconnection.   

CBOs elaborated on the impact of utility service disruption on disconnected families and the 

public.  Families without utility service face higher health risks.  Dr. Gordon Arakawa from San 

Joaquin County Public Health Service introduced studies showing that lack of access to warmth 

increases visits to the doctor and that 40% of children in families with energy insecurity have 

impaired health.  Use of candles and the oven to create light and heat increased hazards at 

home and pose public health risks.  

Poverello House is an organization serving homeless and low‐income families in the Fresno 

area. Based on its experience, Poverello House stated that families that have been 

disconnected more than once were embarrassed to come to CBOs for help and share such 

information with CBOs.  Fathers and Families of San Joaquin also stated that families with no 

energy felt powerless and humiliated.  

Despite the IOUs’ claim that greater protection is provided to customers with life supporting 

devices, TURN stated in the Fresno workshop that about 50% of PG&E’s medical baseline 

customers that are disconnected never get reconnected.  For other 3 IOUs, about 35% of 

                                                            
21 See p.25‐29, TURN’s presentation slides in the Appendices.  
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medical baseline customers that are disconnected never get reconnected22. In addition to life 

supporting devices, utility service was essential for refrigerated medications, powered 

wheelchairs, protecting against hypo‐ or hyperthermia, and providing hot water, said NCLC.  

These medical needs might not fall into the eligibility of any assistance programs, and patients’ 

energy access might not be protected from disconnection.  

TURN also raised the issue that smart meters made electric disconnections much easier and 

instant and suggested that the deployment of smart meters in California drove up 

disconnections.  Additionally, TURN suggested that IOUs should cease disconnecting a customer 

when they are in the process of resolving a complaint with the customer.  

c. Payment plans 

According to the CBOs, many families, after receiving a disconnection notification, turn to CBOs 

for help when they are not able to establish a payment plan with the IOU successfully.  While 

the IOUs stated that they work with customers to set up payment arrangements to collect their 

outstanding balances, CBOs considered it very difficult to set up a payment plan with the IOU 

that was longer than 3 months, especially when the family had limited resources or language 

barriers.  Even with a CBO’s help, customer payment plan requests for longer than 3 months 

are routinely denied by an IOU.  

CBO representatives also pointed out that IOU’s position on payment plans do not reflect what 

CBOs have observed in the field.  For example, contrary to IOUs’ internal data indicating that 

payment plans with short duration had higher completion rates, CBOs stressed that longer 

payment plans worked better for families to manage their budget and pay off delinquencies.  

Families in arrears prefer longer‐duration payment arrangements, but if disconnected, families 

will accept shorter duration payment plans offered by IOUs, as it is better than remaining 

disconnected.  Families often accept the shorter duration plans even knowing that they 

probably cannot pay off the entire balance within the plan’s timeframe, but do so because 

service will be restored, at least temporarily.   

For example, in the Fresno workshop, Centro La Familia suggested that IOUs should listen to 

customers’ situations and be more flexible with payment plans; the longer, the better.  It also 

suggested taking culture and demographics into account when designing payment plans.  The 

Hispanic community is proud, and Fresno is different from big cities.  The CBO recommended 

that IOUs should automatically offer payment arrangements to disadvantaged customers to 

help them manage delinquencies prior to disconnecting them.  

In the Stockton workshop, Fathers and Families of San Joaquin shared a case where the CBO 

helped an undocumented couple with a $2,800 debt to negotiate with PG&E and reduced the 

                                                            
22 See p.13, TURN’s presentation slides in the Appendices. 
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amount due to $1,400.  However, the CBO stated that, generally, the negotiation process for 

setting up a payment plan with the IOU was frustrating and a waste of time.  Usually not until 

the second transfer, a PG&E representative is able to help the customer to set up a payment 

plan.  

Similarly, in the Fresno workshop, Poverello House shared its experiences when it sought 

payment plans three months or longer for disconnected families.  In its attempts to establish a 

payment plan, it found that requests for long‐duration payment plans are turned down by 

customer service representatives.  In attempting to negotiate longer plans, it found that a call 

could be transferred several times between IOU departments and supervisors simply to verify 

the fact of whether the customer got disconnected.   It noted that if you knew whom to call, 

what to say, and be really good at it, then you might get a 12‐month payment plan.  Based on 

its experience, less than 10% of payment plans are successfully negotiated with reasonable 

terms on length.  

In response, a PG&E customer service representative (at the Stockton workshop) said customer 

service representatives had limited authority to modify payment plan offerings.  They listen to 

customers and were empathetic to their situations, but their hands were tied on what they can 

offer.  Another representative who worked at PG&E for 24 years in management and the call 

center, shared her personal experience of helping customers who had her direct number and 

set up payment plans for them worth several thousand dollars.  She implied that PG&E’s 

customer representatives did not have the resources to help disconnected customers and 

would direct customers to local churches.   

d. Assistance programs  

Several CBOs reported that existing energy bill assistance programs were underutilized by the 

IOUs.  Customers in need are not always aware of rate discounts programs that are available to 

them, such as CARE and REACH.  Additionally, the CBOs stated that some customers might have 

difficulty in completing program applications and providing required income verification 

documents due to language barriers, unaffordability of transit fare (to turn in or access the 

paperwork) or application fees, or lack of time.  CBOs pointed out that low‐income customers 

should be able to enroll in these programs via phone calls with IOUs’ customer service 

representatives.  In the Stockton workshop, a PG&E customer call center representative 

responded that they were not able to enroll customers in CARE and have to transfer customers 

to other IOU representatives. 

In the Stockton workshop, Kair In‐Home Social Services in San Joaquin County shared a case 

where a single mom with five children, two jobs, making $17,000 a year, and was unable to 

provide quality shelter to her children due to disconnection in utility service.  According to 

California law, children can be taken from their parents due to lack of appropriate shelter.  The 
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mother could not afford bus tickets and the time to travel to social security agencies to apply 

for assistance.  For example, applying for copies of birth certificates was very difficult for the 

mom.  Each copy cost $25, and she needed five copies and the time to go to the agency to 

obtain the copies.  A birth certificate is a required document for citizenship proof in order to 

enroll in LIHEAP.  Additionally, the mother could not afford Internet access to file applications 

online.  This case demonstrated the difficulty that low‐income families face in enrolling in 

assistance programs.  

MGA: Add Info from LIHEAP providers on the obstacles and the insufficiency of funds 

In the Stockton Workshop, LIHEAP program administrator from the Department of Health & 

Human Services stated that the local administrators decide what the authentication 

requirements are (e.g. birth certifications).  He said that program participants have extremely 

low income (between 75% and 150% of Federal Poverty Guidelines) and suggested that LIHEAP 

eligibility could be loosen up and allow more flexible verification.  For example, if one 

documented adult in the home is qualified for LIHEAP, even if there are undocumented 

household members, LIHEAP benefits could still be applicable to the household.   

Fathers and Families of San Joaquin reported that they never ran across a client who was in the 

REACH program, implying that the assistance program was not fully utilized.  TURN in the 

Fresno workshop also advocated to facilitate enrollment in existing assistance programs.  For 

example, the Commission could facilitate information sharing and program enrollment through 

coordination with public agencies.  Alternatively, CBOs could help educate customers about 

existing programs and assist them in enrolling if resources were provided to CBOs for program 

administration.   

e. Reconnection practices 

CBOs advocated that IOUs should not request reconnection deposits from customers who are 

enrolled in CARE, FERA or Medical Baseline. As TURN pointed out in the Stockton workshop, 

disconnected customers were subject to two months deposit in addition to arrearages and fees 

in order to re‐establish credit after shutoff. CBOs argued that a reconnection deposit is 

extremely unaffordable for low‐income families who already struggle to pay energy bills.   

The CBOs noted that the Commission prohibited reconnection deposit practices in Decision 10‐

07‐048, which directed IOUs not to collect re‐establishment of credit deposits from CARE and 

FERA customers for either slow payment or non‐payment. However, the IOUs resumed 

collecting re‐establishment deposits for non‐payment in 2010, including CARE and FERA 

customers23. 

                                                            
23 See p. 7, TURN’s slides in the Fresno workshop.  
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f. Deposit  

CBOs suggested that IOUs should not require vulnerable customers to pay an initial deposit for 

service.  A local church in Oakland stated in the Stockton workshop that people who could not 

afford utility bills could not afford a deposit and that alternative mechanisms are needed to 

serve disadvantaged customers.  

g. Paying others’ debt balance  

In the Stockton workshop, TURN, Centro La Familia, and a local church in Oakland stated that in 

some cases, residential customers faced a high bill that was in another person’s name and were 

required by the IOU to pay it off.  Sometimes, a high energy bill resulted from the landlord’s 

usage.  In other cases, a new tenant was forced to pay the former tenant’s bill by the IOUs.  

New homeowners might also be told by the IOUs to pay bills of the previous owners.  Separated 

or divorced spouses were told to pay bills even though they no longer lived together.   

Centro La Familia cited a survey result, showing that 9% of the 123 residents surveyed was 

asked to pay a bill left over from a previous owner or renter when moving to a new residence, 

and 13% of respondents reported to receive unusually large bills because utilities had not billed 

correctly.  

When an unpaid balance left by the former tenant is in dispute, the IOUs initiate an 

investigation into the accountability of the delinquent bill.  The local church in Oakland 

suggested that IOUs’ investigation could be arbitrary with holes and gaps.  TURN also suggested 

there was no transparency for customers to learn about the investigation process nor dispute 

or appeal mechanisms made available to customers.  TURN advised that the Commission should 

order the IOUs to improve investigation processes and grant customers the right to review the 

investigation report and appeal outcomes.  Meanwhile, they said IOUs need to listen to 

customers and give them a fair investigation, instead of asking customers to pay bills fully 

regardless.  Housing Long Beach also advised that IOUs should stop the practice of billing new 

residents for the former resident’s bill. 

In response, IOUs emphasized that their investigations aim to prevent fraud.  Pacific Power 

stated in the workshop that it is a challenge to determine the accountability of a delinquent bill, 

for example, when the bill was under a landlord’s name and the renter might be the one with 

high arrearage.   

h. Affordability issue 

Throughout the three workshops, affordability issues in California were repeatedly raised by 

CBOs and connected to the problem of residential disconnections.  

In the Riverside workshop, Housing Long Beach (HLB) emphasized the ongoing housing crisis 

and advocated for affordable housing as a human right. The CBO stressed that safe, decent, 
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affordable housing was essential to building stable communities.  77% of HLB’s tenants make 

$32,000 or less per year.  At that level, they often have to choose between paying rent, buying 

food or medicine, and paying utility bills.  Over 50% received a shutoff notice and 27% were 

disconnected in the past year.  Centro La Familia found 45% of households cut back on buying 

food and 25% drove less to save gasoline in order to make a utility payment in a survey. 

In the Fresno workshop, Poverello House commented that insufficient payment plans were not 

the main cause driving disconnections.  The fundamental problem is high and unaffordable 

utility rates that families were facing, while rent already accounts for a significant portion of 

disadvantaged families’ income.  Given that electricity rates are so high, some families could 

not pay the bill even with all the help of low‐income assistance programs and payment 

arrangements.  Families with kids especially had a hard time paying their utility bills.  In the 

Central Valley, hot days start as early as April, and children are home during the summer 

months and use energy during peak hours when time of use rates are high.  Poverello House 

suggested that it would be beneficial to raise the baseline and modify the time‐of‐ use summer 

rates, so that families can run their air conditioning during the long hot summer months. 

i. Uncollectibles issue 

 In the Stockton workshop, TURN stated that IOUs were motivated to disconnect customers 

quickly in order to reduce uncollectibles, as a lower uncollectible rate results in higher earnings 

for utilities.  In order words, IOUs made profit by reducing uncollectibles and actively managing 

disconnections.  According to TURN, in IOU general rate cases the Commission authorizes a 

certain level of uncollectibles that are collected through rates.  If IOUs are able to keep 

uncollectibles lower than what had been authorized, the IOUs can keep the difference as profit. 

TURN presented historical data showing that amidst rising disconnection rates, SDG&E had 

generated a profit for 6 consecutive years from uncollectibles, SCE had generated a profit for 4 

consecutive years from uncollectibles, and PG&E had generated a profit for 3 consecutive years 

from uncollectibles24. 

TURN proposed that the Commission implement a mechanism to remove the IOUs’ financial 

incentives to perform disconnections.  Potential solutions include the implementation of a 

balancing account for uncollectibles and a rider with an appropriate uncollectible rate 

adjustment such as in Ohio, Illinois, Iowa, and Nevada. 

3. Public comments 

In the public comment sessions, several individuals who have experienced disconnections 

shared their personal hardships before and during disconnection.  Families at risk had to 

                                                            
24 See p. 4, TURN’s slides attached in the Fresno workshop. 
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constantly choose between feeding children and paying utility bills.  Without power, the family 

was despondent and left in the dark.  No gas for heat in the winter led to illnesses and 

discomfort.  Children fell at home in the dark, were bullied at school due to being disconnected, 

and were traumatized by the experience of having no electricity at home.  

In some cases, children could be taken away by social service agencies due to no utilities 

available in the household, and parents were left to face court fees.  Some families were 

undocumented and could not get help if documentation was a requirement.  

It was difficult to speak to the right person when calling IOUs about disconnection; the call 

could be transferred between departments and supervisors to verify the fact of whether this 

customer would get disconnected.  Payment plans or solutions could not be made until 

customers were able to talk to supervisors or managers over the phone.  Only with CBO’s help, 

customers were able to get a payment plan with 3‐month or longer duration.  Customers 

needed CBOs to advocate 12‐month payment plans for them.  

A single mom shared her struggle with paying rent and being disconnected.  She also pointed 

out that the deposit was $110, unaffordable to her and her children in Riverside.  

In the Fresno workshop, a customer stated that PG&E bills were confusing for low‐income, 

Hispanic families to understand.  Bill design could be improved for clarity.   

4. Existing Policies, Case Studies, and Policy Proposals 

a. Existing policies and case studies 

Existing policies in other states aiming to alleviate disconnections were presented in the 

workshops.  In the Fresno workshop, TURN introduced public utilities codes that protect 

households with infants from disconnection in other states, including Rhode Island, Arkansas, 

Connecticut, Massachusetts, and Wisconsin.  In general, the codes stipulate that utilities shall 

not disconnect or must reconnect service to a household that has an infant under the age of 2.  

TURN also reported that Ohio offers guaranteed energy to eligible low‐income customers when 

they pay a minimum monthly payment of 6% of household income.   

In the Stockton workshop, National Consumer Law Center (NCLC) presented that in 

Massachusetts, if a customer is low‐income and submits a doctor note for serious illness for 

anyone in the house, the house is exempt from disconnection for 12 months.  The illness 

protection posed a small cost, only accounting for 0.1% of Eversource revenues in 

Massachusetts.  Florida also provides firm protections to customers with life‐threatening illness 

or risk of hospitalization for 12 months.  The protection can be renewed.  Payment plans must 

be offered but are subject to IOUs’ decisions.  
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NCLC also introduced arrearage management programs (AMPs) in other states.  In general, 

AMPs allow customers in arrears to pay current bills as they come due, and for each payment 

made, a credit is applied to the arrearage.  If a customer pays, for example 12 current bills, 

there is no longer any arrearage.  Massachusetts has over 20,000 people enrolled in AMPS at 

any time.  In 2017, customers who enrolled in the AMP paid $27 million, while IOUs forgave $19 

million.  In New Jersey, customers become eligible for AMP when they are low income with 

over $60 due to the IOU.  The maximum monthly write‐off is $100.  For most participants, 

arrearages reach zero after 12 months.  With about 20,000 customer enrolled, the average of 

annual credits applied by IOUs is around $10 million per year.  AMPs are also implemented in 

Maine, Connecticut, and Rhode Island.   

In the Stockton workshop, two cities were invited to present their innovative initiatives that 

assist low‐income residents: City of Philadelphia, Pennsylvania, and City of Stockton, California.  

The Water Department in Philadelphia has implemented a water assistance program to reduce 

disconnections:   

 The Tier Assistance Program (TAP) allows low‐income customers to pay reduced rates 

based upon a percentage, ranging 2‐4%, of their household income.  Bills do not go up 

based on water usage.  For example, households with income of 0‐50% Federal Poverty 

Level pay a monthly bill capped at 2% of monthly income, and households with income 

of 151‐250% Federal Poverty Level pay a monthly bill capped at 4% of monthly income.  

Lowest income bracket may have a minimum bill of $12. 

 Participants earn forgiveness of prior penalties after 24 full‐payment bills.  If customers 

have a delinquency higher than $75 for two cycles of bills, they are eligible for 

disconnection.  On average, customers’ monthly water bill is $66.  The reconnection fee 

is $55 when there is a home visit to collect payment.  The Water Department does not 

collect a deposit.   

 The program administrator tracks applications with a barcode, so they know 

customers’ usage, how long the application was reviewed, and how long customers 

have been waiting for service.  Citizenship documents are not required, while income 

verification (e.g. payment stub) and proof of residence are required.  Applications are 

smart phone friendly.  Among the 29,674 applications submitted, 60% or 17,811 

applicants were approved and received assistance.   

 It took about 11‐12 months to develop the program.  The City held workshops and 

outreach to develop TAP and build buy‐in from parties and communities.  The TAP 

Committee meets quarterly, provides translation service, and gives customers 

information about community‐based organizations for assistance.  Customer service 

representatives and front‐line workers receive trauma training to know how to talk to 

customers.  The City has a call center with 60 workers, including front desks and 

websites to serve low‐income families.   
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 The program certifies customers’ usage every year to ensure customers’ water usage is 

in a normal range.  This certifying process just started, so the City was not sure if the 

fixed‐amount bill motivated customers to use more water.  An auditor would be sent to 

households who have high water bills to examine water saving and conservation 

opportunities.   

 TAP offered long‐term payment plans.  Two customers are in 14‐year payment plans. 

 TAP was launched in July 2017.  Since 2016, the number of disconnections has 

declined: approximate 33,000 in 2016, to 28,000 to 2017, and 19,000 in 2018.  The shut 

off season is January to April.  In 2018, only 19,000 customers were shut off, less than 

0.2% of total customers during the shut off season.  

 The cost of funding forgiveness for prior penalties and the reduced rates was $34 

million in the fiscal year of 2017.  The operating cost for TAP is $8‐9 million25, including 

hiring a third party for training and IT service.  Three common reasons people leave 

TAP are voluntarily leave, change in income level or size of household, and fraud. 

The City of Stockton presented a guaranteed income pilot program which will begin in 2019.    

 It is the country’s first city‐led initiative of its kind.   

 Approximately 100 residents in eligible neighborhoods will be randomly selected and 

receive a guaranteed, unconditional income of $500 per month for 18 months. 

 The program aims to economically empower residents and will evaluate how the 

participants’ time and money are spent before and after receiving the income.   

 This program may yield implications for utility service that guaranteed energy could be 

provided to vulnerable customers to prevent disconnection. 

Additionally, in the Stockton workshop, Pacific Power stated that it is currently implementing a 

pilot program which offers fixed or leveled energy bill where low income families pay a fixed 

amount and use as much as energy they need.  The program just started so the outcomes are 

unknown.  

b. Policies proposed by parties and the public 

In the Fresno workshop, TURN made eight proposals to reduce utility disconnection rates (for 

more details, see TURN’s slides in the Appendices): 

1) Remove financial incentives for IOUs to perform disconnections.  

2) Prohibit collection of reconnection deposits for CARE/FERA/MBL customers.  

3) Prohibit disconnections for households with infants less than 12 months old or members 

with serious illness.  

4) Provide due process for customers to see report of investigation and appeal process to 

CPUC for “roommate charges”.  

                                                            
25 It is unclear whether the cost is annual or one time. 
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5) Expedite complaint process/hotline; no disconnections during complaint process.  

6) Facilitate enrollment in existing programs and use CBOs to educate and assist customers  

7) Increase non‐disconnection collection notices — notices have decreased prior to 

disconnection.  

8) Develop an Arrearage Management Program or improve Payment Plans to help 

customers manage overdue bills. 

A representative from TURN also suggested that effective community‐based models and 

education programs should be replicated and better funded at a higher level in California.  CBOs 

have the trust and relationship to educate customers.  She also suggested that successful 

models should be kept small in the community and do not move to large institutions. 

NCLC suggested California should provide a guaranteed service to serious illness customers by 

looking into states that already have model laws and fit in the California context. Additionally, 

NCLC advocates that strong arrearage management programs (AMPs) should be implemented 

in California.  AMPs work best with working poor with large overdue balances who can afford 

low monthly bills.  The Commission can modify the cost‐recovery, so IOUs are incentivized for 

AMPs.  Other suggestions of NCLC include:  

1) Like Massachusetts, set up automatic 12‐month payment plans.  

2) Lower reconnection fees.  
3) IOUs shouldn’t chase people whose names are not on the bill.  

4) LIHEAP already covers 25% of the bills for low‐income families, and IOUs should not ask 

customers pay in full (and should forgive the rest of the bill amount). 

Centro La Familia proposed the following suggestions to improve IOU’s disconnection practices: 

1) Offer payment plans before a bill gets too high. 

2) Offer payment plans that are affordable and based on a customer’s income.  

3) End the practice of billing new residents or family members for the previous tenant’s 

bill.  

4) Any investigations conducted by a utility company should be done with the full 

knowledge and consent of the tenant being billed for a previous account holder.  

5) The results of any investigation must be provided in writing to the tenant.  

6) Utility companies should let customers who cannot afford their bills know about CARE, 

FERA, Medical Baseline and other public assistance program available. 

Fathers and Families of San Joaquin proposed one‐time forgiveness for one family per year 

because some families just don’t have the resources to pay energy bills or access assistance.   

East Bay Community Energy stated that 80% of the disconnected are not enrolled in CARE, 

FERA, or Medical Baseline.  The Commission/IOUs should raise awareness that these programs 

are available.  Alternatively, the design of the qualification for these programs might be altered 
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and become a solution for disconnections.  Additionally, it is worth thinking if there is a 

targeted population who should never be shut off.   

San Joaquin County Public Health suggested a collaboration with public health agencies should 

take place.  When public health agencies plan long‐term strategies to address aging population 

in the next few decades, energy issues and needs can be taken into account in the early stage of 

planning.   

Grid Alternatives in the Stockton workshop stated that solar energy is an alternative that could 

be better utilized to reduce energy bills for families.  

In the Stockton workshop, a representative from the Coalition of California Utility Employees 

suggested that the Commission should consider creating incentives for IOUs to design payment 

plans that offer longer duration and more flexibility.  Currently, there is no incentive for IOUs to 

accommodate customers in arrears.  

In the Stockton workshop, it was suggested that IOU customer service representatives should 

be able to enroll customers in CARE or LIHEAP directly over the phone.  Representatives could 

also connect customers at risk with CBOs who would offer help against disconnections.  Other 

suggestions that were also raised include calling for multilingual programs, banning 

disconnections to families with children 5‐year‐old or younger, and more protection needed to 

disadvantaged African Americans in Fresno where unemployment rate is high and average 

income is low.  It was also suggested that families who have experienced multiple 

disconnections should be automatically enrolled in alert notifications about usage and 

payments. 

In the Riverside workshop, it was proposed that the census data, such as income level, should 

be utilized to identify what customer groups are at risk for disconnections.  A direct hot line for 

disconnections should be set up to ease the stress that disconnected, low‐income customers 

are having.  When a person’s income can be verified as very low and cannot afford the entire 

energy bill, these people should be allowed to just pay a portion of the utility bill.  IOUs should 

employ bilingual speakers and use community outreach events to communicate to and educate 

at‐risk customers about disconnections.  The IOUs’ call centers should also be able to directly 

enroll customers in CARE or assistance programs.  It was also suggested that the information 

about LIHEAP enrollment should be relayed to CBOs and local governments. Automated pledge 

systems should be implemented for LIHEAP clients.   

In the Fresno workshop, a comment suggested that an interview needs to be conducted when 

utilities disconnect customers.  By doing so, IOUs and decision makers would find out why their 

bills are so high.  
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It was also suggested that the down payment for payment plans should be reduced by 10% to 

30%. One also requested that every payment plan should get the longest possible term (i.e., 12 

months) to help customers.   

 

IV. Appendices	
1. Workshop agenda 

2. Presentation slides 
3. Informal comments submitted by parties 

 

(End of Attachment 1) 
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Agenda for Disconnections Workshop #1 
October 12, 2018 | 2pm – 6pm  

Riverside Board of Supervisors | 4080 Lemon Street, Riverside, CA  

Conference Line: 866-818-2671, Passcode 7031681 

  

2pm-2:10pm Introduction – Commissioner Guzman Aceves  

2:10pm – 3:15pm  Panel discussion reflecting on disconnections and reconnection trends 
from utilities  
Moderator: Whitney Richardson, California Public Utilities Commission  
 
Panelists 

- Presentation on electricity and gas disconnection data (5 min each) 
o Todd Streyle, Expert Business Analyst, Credit Policy and 

Operations, Pacific Gas and Electric 
o Dustin Kempf, Principal Manager, Credit and Collections 

Operations, Southern California Edison 
o Steve Rahon, Director, Customer Operations, San Diego Gas 

and Electric 
o Khai Nguyen, Manager, Major Markets Credit and 

Compliance, SoCalGas 
- Reflections on disconnection data from:  

o Eric Duran, CPUC Public Advocates Office (5 min)  
o Demita Burgess, Congregations Organized for Prophetic 

Engagement (5 min)  
o Josh Butler, Housing Long Beach (5 min)  

Group reflection: 35 min 

3:15 – 3:30pm Break 

3:30 pm – 4:50pm  Facilitated group discussion of disconnection trend data and 
recommendations to reduce disconnections and hasten reconnection  
Moderator: Whitney Richardson, California Public Utilities Commission  
 
 Three questions –  

1) What are some of the most concerning trends? 
2) What are we not tracking? 
3) What policies would parties recommend to reduce disconnections?  

4:50pm – 5pm  Break  

5pm – 5:50pm  Public Comment – 3 minutes each 

5:50pm – 6pm    Next Steps-  

• Workshop #2: 11/19/18, UC Merced – Fresno  
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Agenda para Taller de Desconexiones #1 
12 de octubre de 2018| 2pm –  6pm  

Junta de Supervisores de Riverside  | 4080 Lemon Street, Riverside, CA  

  

2pm-2:10pm Introducción – Comisionado Guzman Aceves 

2:10pm – 3:15pm  Mesa redonda sobre desconexiones y las tendencias de reconexión de 
servicios públicos 
Moderador: Whitney Richardson, la Comisión de Servicios Públicos de 
California  
 
Panelistas 

- Presentaciones sobre los datos de desconexión de electricidad y gas 
por parte de los servicios públicos – (5 min cada uno) 

o Todd Streyle, PG&E 
o Dustin Kempf, SCE 
o Steve Rahon, SDG&E 
o Khai Nguyen, SoCalGas 

- Reflexiones sobre los datos de desconexión de:  
o Eric Duran, CPUC Oficina de Defensoría Pública (5 min)  
o Demita Burgess, Congregaciones Organizadas para el 

Compromiso Profético (5 min)  
o Josh Butler, Vivienda Long Beach (5 min)  

Reflexión en grupo: 35 min 

3:15 – 3:30pm Descanso 

3:30 pm – 4:50pm  Discusión en grupo facilitada acerca de datos de tendencias de 
desconexión y recomendaciones para reducir las desconexiones y acelerar 
la reconexión 
Moderador: Whitney Richardson, Comisión de Servicios Públicos de 
California 
 
Tres preguntas –  

1) ¿Cuáles son algunas de las tendencias más preocupantes? 
2) ¿Qué no estamos rastreando? 
3) ¿Qué políticas recomendarían ustedes a las partes para reducir las 

desconexiones?  

4:50pm – 5pm  Descanso  

5pm – 5:50pm  Comentario Público – 3 minutos cada uno 

5:50pm – 6pm    Próximos pasos -  

• Taller #2: 19 de noviembre de 2018, UC Merced – Fresno  
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Agenda for Disconnections Workshop #2 
November 19, 2018 | 3pm –  7pm   

UC Merced –  Fresno Center, Inyo/Kern Room | 550 E. Shaw Avenue, Fresno, CA 93710 

  

3pm – 3:10pm  Introduction – Commissioner Guzman Aceves  

3:10pm – 4:15pm  Panel discussion: Existing Utility Policies and Practices Designed to Reduce 
Disconnections – 40 min 
Moderator: Whitney Richardson, CPUC  
 

Panelists (10 min each):  
1) PG&E – discussion of PG&E’s new payment plan policy and any 

impact it may have had on the disconnection rate. 
2) SCE – discussion of the process and negotiations leading up to 

SCE’s decision to disconnect a customer, and the amount of 
discretion afforded to customer service representatives in 
extending payment plans. Discussion of the rationale behind 
SCE’s preference for shorter payment plans. 

3) SDG&E – discussion of policies and payment requirements in 
place for customers that are in arrears but who are not being 
disconnected. Also, discuss amount of discretion afforded to 
customer service representatives in negotiating with customers. 
(ex. email to customers who are 2-4 months behind) 

4) SoCalGas – discussion of field visits as a pre-disconnection 
intervention, and the feasibility of earlier face-to-face 
intervention before disconnection.  

5) All IOUs – The utilities provide a detailed explanation of how 
customer risk scores are developed and what thresholds they 
use for deciding to disconnect. 

 
Group discussion – 25 min  
  

4:15 – 4:30pm Break 

4:30 pm – 5:50pm  Panel discussion: Proposals to Reduce Disconnections – 30 min 
Moderator: Whitney Richardson, CPUC  
 
Panelists (10 min each):  

1) The Utility Reform Network  
2) Mario Gonzalez, Centro La Familia  
3) Robert Huerta, Poverello House 

 
Facilitated group discussion about how policies should be developed and 
enforced – 50 min 
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1) What is the role of discretion in utility disconnection policies? How 
much discretion do customer service representatives have? How 
much should they have?  

2) Are there any policies related to customers who are being 
disconnected multiple times? Is there an intervention that may be 
able to prevent the next disconnection? (for example, anyone who is 
previously disconnected going automatically on a level pay plan) 

3) If utilities do not disconnect customers as soon as they able to, what 
solutions exist to help these customers keep their debt manageable? 

4) What solutions exist for customers who may know in advance they 
will have trouble paying their bill for a set period? (i.e. job loss, 
medical bills) 

5) How can community-based organizations with stronger ties to the 
community be better integrated into the process?  

5:50pm – 6pm  Break  

6pm – 6:50pm  Public Comment  

6:50pm – 7pm    Next Steps-  

• 12/6/18 – workshop #3 in Stockton, CA  
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Improving Energy Access by 

Reducing and Avoiding 

Disconnections  
   December 6, 2018, 9 a.m. to 4 p.m. 

 
 

Fathers and Families of San Joaquin | 338 E Market St, Stockton, CA 
 

Telephone Call-in: 1-877-820-7831 Passcode: 705323 # 
WebEx: https://centurylinkconferencing.webex.com/join/pr65927034  

 

 

AGENDA 
9 – 9:15 a.m. Introduction  

California Public Utilities Commissioner Martha Guzman Aceves 

9:15 – 9:30 
a.m. 

The State of Disconnections in California 
Whitney Richardson, California Public Utilities Commission (CPUC) 

9:30 – 10:45 
a.m. 

Expert Panel on the Effects of Disconnection and Reconnection Policy and 
Potential Solutions 
Moderator: Melissa Kasnitz, Center for Accessible Technology 

 
Panelists  

● Kim Warmsley, Kair In-Home Social Services  

● Andre Belion, Fathers and Families of San Joaquin  

● Iris Crawford, NAACP 
● Dr. Gordon Arakawa, San Joaquin Public Health Services   

10:45 – 11 a.m. Break 

11 a.m. – 12 
p.m. 

Moderated Discussion on the Scope of Disconnection and Reconnection 
Challenges and Potential Solutions 

Moderator: Gabriela Sandoval, The Utility Reform Network  

12 – 1 p.m. Lunch Break 

1 – 2:15 p.m. Innovative Approaches to Reducing and Avoiding Disconnections  
Moderator: Carmelita Miller, Greenlining 
 
Panelists  

● Michelle Bethel and Susan Crosby, City of Philadelphia   

● Max Vargas, City of Stockton  

● Charles Harak, National Consumer Law Center 
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2:15 – 2:30 
p.m. 

Break 

2:30 – 3:30 
p.m. 

Working Session / Group Brainstorm  
Moderator: Whitney Richardson, CPUC 
 
Which solutions may be promising in California?  

3:30 – 3:50 
p.m. 

Report Back and Next Steps 

3:50 – 4 p.m. Closing  
CPUC Commissioner Martha Guzman Aceves  
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Disconnection OIR 
R.18-07-005 

Workshop #1
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2

Disconnection Volume & Pay Plan Kept Rate 

• In 2017, PG&E experienced a decline in the number of residential disconnections while the total number of 

PG&E’s customer accounts for all customer types increased by approximately 4.7% from 2010-2017

• In 2014, PG&E implemented a new payment plan standardization policy.  The new policy requires customers to 

make a good faith payment ranging from 10% - 50%.   PG&E’s payment plan kept rate (for customers that 

successfully completed the payment plan) increased from 20% in 2014 to 30% in 2017, and continues to rise

• On average, reconnection rates within 48 hours of disconnect have remained near 80% in years 2014-2017
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Collection Timeline

• Additional phone call made to customers with a balance of $300 or greater 

one day prior to the disconnect

• The 48-Hour Notice includes information in the 5 most common languages

• The 48-Hour Notice includes an insert with information about PG&E’s 

financial assistance programs and services for customers with low vision 

• An in-person field visit is made to vulnerable, medical baseline and life 

support customers within 48 hours prior to disconnect*

• Disconnects will not occur during weekends or company holidays

*PG&E ceased disconnects for vulnerable, medical baseline and life support customers in January 2018 to comply with Senate 

Bill 598.
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4Existing Customer Protections and 
Assistance Programs

• Extreme Weather Policy

• Payment Plans

• CARE/FERA offerings

• Agency Assistance Call Outs

• Assistance Agencies (i.e. LIHEAP, REACH)

• Budget Billing

• Third Party Notifications
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October 12, 2018

Disconnection OIR Workshop
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Southern California Edison

SCE’s Disconnection Best Practices

SCE employs policies to limit disconnections and make reconnections 
easier and faster for customers

2

• Contact customers multiple times prior to disconnection, offering 
many assistance programs to customers in need (CARE, FERA, 
Medical Baseline Allowance, Energy Assistance Funds)

• Conduct in-person visits to critical care, medical baseline, disabled 
and elderly customers prior to disconnection

• Do not require re-establishment of credit for low-income 
customers who routinely pay late

• Do not require a security deposit for customers who sign-up for 
Direct Pay

• Reconnect customers immediately if they self-certify as critical 
care and need electricity to survive

• Do not disconnect during extreme weather events or on holidays
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Southern California Edison

SCE’s Key Disconnection Statistics

SCE employs an extensive process to help customers avoid 
disconnection and provide special assistance to customers

3

• Low-income disconnections remain relatively flat since 2010

7%

Unique disconnection 
rate from 2003-2017

1.7Million
Average customers on 

payment plans

1Million
Low-income customers 

on payment plans
Average customer 
reconnection rate

90%

Most customers 
reconnected

2Minutes
Reduction in reconnection 

fees since 2013

70% 52Day
Grace period before 

disconnection eligibility
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Disconnection OIR 
Workshop
Riverside, California         October 12th, 2018

© 2015 San Diego Gas & Electric Company. All copyright and trademark rights reserved.

R.18-07-005  ALJ/GK1/eg3

                           48 / 262



Working with Our Customers

Customers have many helpful tools and options available to them.

Payment arrangements through SDGE.com, our IVR Phone 
System and by contacting our Customer Care Center.

Flexible budgeting tools such as our Level Payment Plan as 
well as Goals and Alerts through email notification.

Customer programs available such CARE, Medical Baseline, 
LiHeap and Neighbor‐to‐Neighbor.

SDG&E sends proactive email noticing to customers in 
arrears.  

SDG&E also delivers additional field noticing to Medical 
Baseline, Life Support and self‐certified senior and disabled.
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Disconnection Facts

Last year at 3.3%, SDG&E 
had the lowest 

disconnection rate of all 
electric investor‐owned 
utilities in California. 

Looking at overall 
residential 

disconnections, 
SDG&E’s share was 5%

statewide.

Of the eligible 
customers in arrears, 
only 10%‐15% are 

disconnected for non‐
payment.

SDG&E’s same day 
reconnection rate is 
78% and has a total 
average reconnection 

rate of 90%.

The number of 
customers that do not 

reconnect has 
decreased 6% when 
compared to 2010.
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Disconnections vs Non-Reconnected Customers
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Average Disconnection Balance vs Reconnection Rates
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Key Points

5,230 customers did not 
reconnect in 2017. This 
number has decreased 
6% when compared to 
2010.

Managing disconnection 
balances improves the 
customer’s ability to 
reconnect.

Monitor disconnection 
data closely to ensure 
optimal reconnection 
levels as well as being 
mindful of costs incurred 
by other customers.
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Customer Assistance

1

October 12, 2018

WORKSHOP #1: DISCUSSION OF 
UTILITY DISCONNECTION AND 
RECONNECTION DATA
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SoCalGas Disconnection Practices

» Contact customers multiple times prior to 
disconnection, offering many assistance programs 
to customers in need (CARE, Medical Baseline 
Allowance, Energy Assistance Funds)

» Conduct in-person visits to critical care, medical 
baseline, disabled and elderly customers prior to 
disconnection

» Grace period for disconnection eligibility is 8 weeks
» No disconnection during extreme weather events or 

on holidays

2
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SoCalGas Key Disconnection 
Statistics

» Lowest disconnection rate in state: only 2% of 
customers annually 

» Only disconnect 7-8% of customers at risk for 
disconnections  

» Reconnection rate is approximately 80%
» Unlike other IOU’s, SoCalGas must manually 

reconnect customers for safety reasons
» Average 1.1 million customers on payment plans

3
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2017 Disconnection Cap Concerns

» Cap kicks the can down the road
 Outstanding balances continue to grow

• More manageable to pay $100 now than $500 later
 Makes disconnection at a later time more likely

» By the time the customer is disconnected, 
reconnection may be unaffordable

» Customer could end up without service

4
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Rapid Relief Proposal

» Boost participation in payment plans or assistance 
programs by customers at risk of disconnection
 The tools are there, but they need to sign up  

» Getting customers on payment plans keeps them 
from getting disconnected while helping them 
maintain a manageable outstanding balance.

» If customers are able to fulfill their payment 
arrangement plans, then it helps keep their service 
on and keep rates lower for all ratepayers.

5
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Long-Term Suggestions

» Conduct customer focus groups to learn:
 Why customers at risk for disconnections are not 

using payment plans
 Customer-preferred communication methods  
 How to boost sign-ups for assistance programs

» Develop outreach plan to increase payment plan 
and program participation.

» The more customers are able to manage their 
bills and usage, the lower the disconnection rate 
for the state.

6
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Public Advocates Office
Disconnections Workshop #1

CPUC OIR 18-07-005

Riverside, CA

October 12, 2018

1
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About the Public Advocates Office

• Independent organization within the California Public Utilities 
Commission (CPUC).

• Our mission is to obtain the lowest possible utility rates for California 
customers consistent with safe, reliable service, and the state’s 
environmental goals. 

• Strive to ensure that no one is left behind and that all communities 
have access to safe and affordable electric, gas, water, and 
telecommunications utility services. 

2
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Public Advocates Office Goals

• Share knowledge amongst various stakeholders; utilities, community 
organizations, and consumer advocates. 
• The exchange of our experiences and knowledge is vital in reducing the 

number of disconnections and hardship for utility customers.

• Increasing awareness and information from the utilities to the customer is a 
pivotal step in this process.

• Increase customer awareness of options to avoid disconnections.
• This includes increasing the number of community groups who are aware of 

these options. Utilities could be partners in these communication efforts.

3

R.18-07-005  ALJ/GK1/eg3

                           62 / 262



Disconnection Policies And Practices

• How much of the disconnection variation over time is due to:

• Utility policy and practices?

• Utility rate increases?

• Economic conditions (housing, jobs, etc.)?

• Are utility policies & practices flexible enough to adjust to local 
economy changes?

4
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Appendix Slides

5
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Rate of Disconnects Relative to Eligible 

Disconnects

6

Month 2010 2011 2012 2013 2014 2015 2016 2017 2018

January 37% 19% 15% 31% 33% 35% 52% 51% 52%

February 36% 21% 19% 37% 37% 41% 47% 51% 49%

March 18% 22% 20% 31% 37% 39% 54% 61% 56%

April 18% 22% 19% 35% 46% 45% 58% 51% 53%

May 22% 21% 20% 42% 60% 56% 60% 60% 62%

June 26% 21% 17% 39% 51% 52% 68% 65% 59%

July 27% 20% 14% 38% 45% 56% 59% 54% 41%

August 29% 25% 12% 39% 45% 39% 55% 56% 53%

September 23% 20% 14% 30% 25% 37% 52% 52% N/A

October 23% 20% 17% 30% 37% 41% 43% 45% N/A

November 18% 14% 19% 27% 26% 34% 42% 45% N/A

December 12% 7% 15% 19% 22% 32% 33% 21% N/A

Total 22% 19% 17% 32% 36% 41% 51% 50% 53%

Disconnection rates  based on SCE’s Data Response to ALJ Ruling, Tables II-1 and II-2

R.18-07-005  ALJ/GK1/eg3

                           65 / 262



Reduce Disconnections Through 

Early Intervention

• Extended notification and information for customers at risk of 
disconnection.

• Focus on rate assistance and the disconnection process at community 
events where the utility interfaces with the public.

• Develop additional early assistance tools for customers experiencing 
crisis.

7
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California Public Utility Commission Disconnections 
Panel and Workshop Related Rulemaking 

18-07-005 
  

Riverside, California  
October 12, 2018 
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What is housing justice?  
As affordable housing advocates, we believe that: 

1.  Housing is a human right.  
2.  Safe, decent, affordable housing is essential to building stable communities.  
3.  All residents must help shape housing policy, and housing policy must 

address the specific needs and interests of low-income communities and 
communities of color.  

4.  Housing advocates must address a range of issues that affect housing 
security, including affordability, protection from displacement, housing quality, 
discrimination and broader issues of community health. 
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1.  Low vacancy rates


2.  Low housing stock 


3.  Real estate speculation 
drives gentrification



4.  Increased 
homelessness and 
income disparity



5.  Housing emergency 
spirals out of control

Where we are today: rental housing EMERGENCY
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Tenants Speak Out 
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Quick Facts:


●  Average LB 
rents have 
increased nearly 
30% over the 
past 3 years.



●  60% of LB 
residents are 
renters.



●  47.2% of LB is 
cost burdened.
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Residents are unprotected from unjust evictions
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Resident Survey: Household Income


 % 

$0 - $32,040 77% 

$32,041 - $48,600 18% 

$48,601 - 75,000 0% 

$75,000 - 
$100,000 

2% 

$100,001+ 2% 
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Resident Survey: Race/Ethnicity 


 % 

Latino/Hispanic 71% 

Black 18% 

White 11% 

Other 9% 

Asian 2% 

Native American 4% 
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Resident Survey: Sacrifices 


 % 

Cut back on buying food 45% 

Drove less, bought less gasoline 22% 

Medical needs such as doctor visits, medication co-
payments, etc. 

20% 

Paid rent or mortgage late 20% 

Services such as childcare, landline or cell phone 14% 

Infant needs such as diapers, baby formula, etc. 4% 
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Resident Survey: Sacrifices 
 Despite the sacrifices made by the residents we surveyed, more than half of 

them had received a shutoff notice (see chart below). Living with shutoff notices 
has become a way of life. 
 
 
Received Shutoff Notice(s) in the Last Year 
 
 % 

Yes 53% 

No 47% 
• Amount of bill owed (average): $81 

 

 

And, despite those notices, and despite those cutbacks, more than a quarter of 
the residents surveyed slipped into darkness (see chart below). 

 

Shutoff in the Last 3 Years 

 % 

Yes 27% 

No 73% 
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Resident Survey: Additional Issues 


 % 

…asked you to pay a bill left over from a previous 
owner or renter when you moved to a new 
residence? (n=47) 

11% 

…sent you an unusually large bill because you didn’t 
bill you correctly in the past? (n=46) 

17% 

…sent you an unusually large estimated bill? (n=45) 24% 
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Resident Survey: Possible Solutions 


1.  Offer payment plans before a bill gets too high. 
2.  Offer payment plans that affordable and based on a 
customer income. 
3.  End the practice of billing new residents for the 
previous tenants bill. 
4.  Any investigations conducted by a utility should be 
done with the full knowledge and consent of the tenant 
being billed for a previous account holder. 
5.   The results of any investigation must be provided in 
writing to the tenant. 
6.   Utility companies should let customers who cannot 
afford their bills about CARE,FERA, Medical Baseline 
and other public program 
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Healthy communities lead to healthy homes 
“We urgently need to bring to our communities the limitless capacity to love, serve, 
and create for and with each other. We urgently need to bring the neighbor back 
into our hoods, not only in our inner cities but also in our suburbs, our gated 
communities, on Main Street and Wall Street, and on Ivy League campuses.” 
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1

Disconnection OIR 
R.18-07-005 
Workshop #2

Date: 11/19/2018 
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2

Pay Plan Policy Evaluation

2013 Reassessed pay plan performance:

• All Customers offered 3 – 12 month pay 

plans (2010 Disconnect OIR)

• Policy interpretation did not support long-

term financial solvency 

• Longer durations are ineffective

Pay Plan Performance

Duration (days) Kept Rates

1-29 73%

30-59 58%

60-89 38%

90-119 23%

120-149 27%

150-179 24%

180-364 <15%

365+ 6%
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3

Pay Plan Policy

Payment History Down Payment of 

Total Balance

Duration

Excellent 0% - 100% in 30 days 0 -12 Months

Good 10% -100% in 14 days 0 - 6 Months

Poor 20% -100% in 7 days 0 - 3 Months

5 or More Broken Pay 

Plans and/or 2 or More 

Returned Payments in 12 

Months

A Good Faith Payment of 50% of Total Balance is Requested

2014 Pay Plan Policy:

• All customers are eligible for a pay plan

• Good faith payment requirements based on payment history

• Extenuating circumstances are taken into account

All medical, life-support, and vulnerable customers are offered up to 12 month pay plans
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4

Pay Plan Impacts on Disconnects

• Customer Service Representatives offer agency assistance and low-income 

programs on all pay plan calls

• PG&E’s pay plan kept rate (customers that successfully completed the pay 

plan) increased from 20% in 2014 to 30% in 2017, and continues to rise

• In 2017, PG&E experienced a decline in the number of residential 

disconnections
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November 19, 2018

Disconnection OIR Workshop
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Southern California Edison

SCE’s Practices to Avoid Disconnections

SCE makes contact with customers multiple times prior to disconnection and offers 
payment arrangements and many assistance programs to customers in need

2

• During SCE’s typical billing and collections process, customers are contacted five 
times (for one bill as shown above) 

• Each time contact is made with a customer, our bills, notices and messages 
encourage customers to contact SCE for payment arrangements/bill assistance
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Southern California Edison

• When a customer’s account is past due (30 days), SCE sends a written notice designed to draw 
attention to the past due status

• If the account remains unpaid 41 days following bill date, SCE performs an automated call and 
mails a final call notice 

• Accounts not paid within one to two days of final call notice expiring receive a second 
automated call

• At the end of the typical collection process, the following criteria is used to determine if a 
customer account is eligible for disconnection:

• The customer account is at least 50 days delinquent

• No payments have been made

• The past due amount eligible for disconnection is at least $100 for energy bills or $50 for 
deposit bills

• For special needs customers, SCE also performs additional attempts to make contact (e.g., live 
phone calls, 3rd party contact (if available), and/or in-person field visit). No remote 
disconnections will be performed. 

3

SCE’s Practices to Avoid Disconnections

SCE contacts customers multiple times prior to disconnection and offers 
payment arrangements and many assistance programs at every step
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Southern California Edison

SCE’s Call Center Best Practices

SCE’s Call Center processes allow flexibility to work with customers who need 
assistance

4

• Energy Advisors are trained to listen attentively for any potential safety concerns 
such as a health or medical issue that could be life threatening. 

• Payment arrangements are offered through multiple channels including live-agent 
(Energy Advisor), and self-service channels (i.e., IVR and online)

• If a customer elects to speak with an Energy Advisor, they will first offer similar 
arrangements to those granted through the IVR/web channels

• Energy Advisors are given the autonomy to provide flexible payment arrangements 
and extensions for extenuating circumstances 

• Energy Advisors proactively offer Customer Assistance Programs and Services based 
on their needs, such as:

• On-going bill discounts – CARE and FERA

• One-Time Assistance - Energy Assistance Fund (EAF) and Home Energy Assistance Program 
(HEAP)

• Energy Savings Assistance Program 

• Energy Management Center - Tools and tips for managing energy use

• Choose Your Due Date (CDD) – Customer can select the time frame for their bill due date
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Southern California Edison

Extended payment arrangements are less likely to be repaid:

Extended time in arrears results in lower likelihood of repayment:

SCE’s Payment Arrangement Best Practices

Customers on extended payment arrangement plans defaulted at higher rates with 
increased arrearages than those customers on shorter-duration payment plans

5

39%

Customer default rate on 
payment arrangements of 

less than 3 months

Customer default rate on 
payment arrangements of 

more than 3 months

67%

94%

Customer reconnection 
rate when arrears are 

100 days or less

77%

Customer reconnection 
rate when arrears are 

150 days or more
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Southern California Edison

SCE’s Credit Risk Practices

SCE uses industry standard methods to determine customer credit risk 
for service establishment and re-establishment

6

• Service Establishment

• SCE utilizes Experian’s proprietary Telecommunications, Energy, and Cable (TEC) risk score, to 
determine the credit risk level for each residential customer

• If a residential customer has a TEC risk score of 520 or less, they are required to pay a 
deposit when establishing service

• Service Re-Establishment

• SCE utilizes a scoring method for determining credit risk for deposits on service re-
establishment

• SCE determines customer risk for non-payment by analyzing past customer behavior with 
the following criteria:

• Number of delinquencies in the past 12 months

• Months since last eligible for disconnection

• Amount in arrears

• Past due balance

• Last payment amount

• Months since last payment

SCE does not use credit risk scoring to determine disconnection eligibility
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Disconnection OIR 
Workshop
Fresno, California         November 19th, 2018

© 2015 San Diego Gas & Electric Company. All copyright and trademark rights reserved.
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Best Practices

The number of 
customers that do not 
reconnect has 
decreased 6% when 
compared to 2010.

SDG&E’s same day 
reconnection rate is 
78% and has a total 
average reconnection 
rate of 90%.

Managing 
disconnection 
balances improves 
the customer’s ability 
to reconnect.

SDG&E monitors disconnection data closely to ensure 

optimal reconnection levels as well as being mindful of 

costs incurred by other customers.
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Working with Our Customers

Customers have many helpful tools and options available to them.

Payment arrangements through SDGE.com, our IVR Phone 
System and by contacting our Customer Care Center.

Flexible budgeting tools such as our Level Payment Plan as 
well as Goals and Alerts through email notification.

Customer programs available such CARE, Medical Baseline, 
LiHeap and Neighbor-to-Neighbor.

SDG&E also delivers additional field noticing to Medical 
Baseline, Life Support and self-certified senior and disabled.

SDG&E sends proactive email noticing to customers in 
arrears.  
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Customer Assistance

1

November 19, 2018

DISCONNECTIONS WORKSHOP #2
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Current Actions to Reduce Disconnections 

» SoCalGas Topic:

▪ Field visits as a pre-disconnection intervention; and

▪ Feasibility of earlier face-to-face intervention before 

disconnection. 

2
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SoCalGas’ Goal: Avoid Disconnections

» Lowest disconnection rate in state

▪ Offer customer assistance programs

▪ Make payment arrangements

▪ Level Payment Plan 

▪ Alerts through email notification and text messages

▪ Outbound Dialing Calls

▪ Monitor usage through MyAccount

▪ Work with customers to collect outstanding balances

3
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SoCalGas Collection Process

1. Past Due Notification: All Customers receive Late 
Payment Notice

2. Past Due Notification for Vulnerable Customers: 
48-hour Notice Field Visit
▪ Provide pamphlet about resources, such as contact info for 

payment arrangements and Medical Baseline Allowance 
Program. 

▪ If customer needs additional assistance, field collector 
provides Customer Assistance Programs brochure. 

3. Past Due Notification for all customers: Collect or 
Close Order
▪ Field Collectors are also available to discuss payment 

options and reduced payment amounts to maintain gas 
service.

4
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Field Visits as Pre-Disconnection 

Intervention

▪ Timing complies with 48-hour notice requirements 

▪ Only Utility that makes two field visits to vulnerable 

customers

▪ Can only intervene if customer is available to discuss 

assistance options

5
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Proposed Rules, Policies or 
Programs to Reduce Utility 

Disconnection Rates

Mark Toney
Executive Director, TURN

CforAT
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Summary of Proposals

1. Remove financial incentives for IOUs to perform disconnections (3-5)

2. Prohibit collection of reconnection deposits for CARE/FERA/MBL 
customers (6-8)

3. Prohibit disconnections for households with infants less than 12 
months old or members with serious illness (9-15)

4. Provide due process for customers to see report of investigation and 
appeal process to CPUC for “roommate charges” (16-18)

5. Expedite complaint process/hotline; no disconnections during 
complaint process (19-20)

6. Facilitate enrollment in existing programs and use CBOs to educate 
and assist customers (21-24)

7. Increase non-disconnection collection notices — notices have 
decreased prior to disconnection (25-30)

8. Develop an Arrearage Management Program or improve Payment 
Plans to help customers manage overdue bills (31-35) 2
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Remove Financial Incentives for 

IOUs to Perform Disconnections 
Issue:  Utilities are motivated to disconnect customers quickly in 

order to reduce uncollectibles because a lower uncollectible rate 

results in higher earnings.  

More disconnections = higher earnings.  This is not a good recipe for 

lowering disconnections!  

FACTS:

Amidst rising disconnection rates,

- SDG&E has generated a profit for 6 consecutive years from 

uncollectibles.

- SCE has generated a profit for 4 consecutive years from 

uncollectibles.

- PG&E has generated a profit for 3 consecutive years from 

uncollectibles. 3
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Uncollectible Rates for 

Major IOUs 

Authorized Recorded Difference

2012 0.174% 0.166% 0.008%

2013 0.174% 0.152% 0.022%

2014 0.174% 0.141% 0.033%

2015 0.174% 0.160% 0.014%

2016 0.174% 0.172% 0.002%

2017 0.174% 0.163% 0.011%

SDG&E

Authorized Recorded Difference

2012 0.205% 0.222% -0.017%

2013 0.205% 0.222% -0.017%

2014 0.205% 0.192% 0.013%

2015 0.238% 0.215% 0.023%

2016 0.238% 0.206% 0.032%

2017 0.238% 0.148% 0.090%

SCE

Authorized Recorded Difference

2012 0.311% 0.391% -0.081%

2013 0.311% 0.388% -0.077%

2014 0.326% 0.341% -0.015%

2015 0.333% 0.288% 0.045%

2016 0.335% 0.250% 0.085%

2017 0.339% 0.240% 0.099%

PGE

Authorized Recorded Difference

2012 0.278% 0.324% -0.046%

2013 0.278% 0.270% 0.008%

2014 0.278% 0.305% -0.027%

2015 0.278% 0.369% -0.091%

2016 0.298% 0.315% -0.017%

2017 0.298% 0.248% 0.050%

SCG

Sources:  Responses to TURN data request 1 4

R.18-07-005  ALJ/GK1/eg3

                         103 / 262



Proposed Policy Changes 
Objective:

Implement a mechanism to remove financial 
incentives for IOUs to perform 
disconnections.  

Potential Solutions:

1. Implement a balancing account for 
uncollectibles

2. A rider with an appropriate rate 
adjustment (Ohio, Illinois, Iowa, Nevada)

5
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Prohibit Collection of Reconnection Deposits 

for CARE/FERA/MBL Customers

Issue:  Customers, including CARE, FERA, and MBL customers, are 

subject to pay two months deposit in addition to arrearages and 

fees in order to re-establish credit after shutoff or late payments.  

This is extremely unaffordable for many customers.  

The Commission prohibited this practice during the last 

Disconnections OIR:

• Decision 10-07-048 directed the IOUs not to collect re-establishment 

of credit deposits from CARE and FERA customers for either slow 

payment or non-payment.

• All the IOUs resumed collecting re-establishment deposits for non-

payment, including CARE and FERA customers.  

6
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Number of Re-Establishment 

Deposits Collected

7

CARE FERA MBL

2010 2,325 46 153

2011 1,939 23 166

2012 11,571 654 504

2013 14,731 767 776

2014 34,667 1,566 1,117

2015 45,529 2,129 1,878

2016 40,469 1,672 1,894

2017 38,968 1,623 1,732

PG&E

CARE FERA MBL

2010 N/A * N/A

2011 N/A * N/A

2012 N/A * N/A

2013 9,545 * 53

2014 14,823 * 84

2015 17,824 * 60

2016 24,653 * 110

2017 21,991 * 95

SCG

CARE FERA MBL

2010 1,465 40 16

2011 15,800 271 145

2012 11,361 161 144

2013 11,950 226 139

2014 7,437 209 95

2015 2,321 88 96

2016 4,012 127 172

2017 4,172 218 185

SDG&E

SCE states that it cannot 

distinguish between 

establishment and re-

establishment deposits in 

its system.

Sources:  Responses to TURN data request 1
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Recommendation
Objective:

Reduce hardship for CARE/FERA/MBL 
customers who are trying to restore or 
maintain service.  

Proposed Change:

Prohibit collection of re-establishment 
deposits for CARE/FERA/MBL customers, 
both for non-payment and slow payment.

8
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Prohibit Disconnections for Households 
with Infants up to 12 Months Old

Issue:  A household with an infant should not 

be shut off.

FACTS:

- The first year of life is the most precarious and 
subject to different forms of vulnerability even 
when an infant is healthy

- Energy costs increase by 25% when an infant joins 
a household

9
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Protections for Infants In Other States*
 Rhode Island: Utilities (gas and electric) must reconnect service or not disconnect service 

to a household in which an infant under the age of 2 is domiciled, provided that the customer's 
service had not previously been terminated at some point before the birth of the child. 
Customers may submit a birth certificate or other verifiable medical documentation to secure 
protection. R.I. Admin. Code 53-1-15:III(3)(F)

 Arkansas: For protections under Rule 6.17, in a healthcare provider's judgment, utility 
termination would cause a "substantial risk of death or gravely impair the health" of the 
customer or permanent resident. This includes when a resident is elderly or an infant under 12 
months old. 126-03-003 Ark. Code R. § 6.17

 Connecticut: Gas and electric utilities  may not terminate the service of a "hardship" 
customer whose household contains an infant 24 months old or younger who has been admitted 
to and discharged from a hospital and whose discharge papers contain a statement from an 
attending physician or registered nurse that utility service is necessary for the child's health. 
Conn. Gen. Stat. § 16-262c

 Massachusetts: Under, utilities (electric, gas, water) are prohibited from terminating 
service to residents experiencing serious illness, homes containing infant children, or homes 
containing both elders and minor children, provided the customer is also unable to pay due to 
financial hardship. Healthcare providers must call the utility to prevent service termination in 
the case of a serious illness and must provide the utility with written certification within 7 days. 
220 Mass. Code Regs. § 25.03

 Wisconsin: Utilities must send information annually to each customer and to each new 
customer on disconnection procedures. The materials must also contain a reply procedure to 
allow customers to notify the utility of the presence of infants or elderly persons in the home or 
the use of life-sustaining equipment. Wis. Admin. Code Pub. Serv. Comm'n § 113.0501, 
134.05, 185.22

* Thanks to NCLC for compiling a Serious Illness Scorecard
10
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Proposed Policy Changes 
Objective:

Implement a mechanism to ensure homes 
with infants are not disconnected. 

Potential Solutions:

1. Households struggling to make ends meet should 
be able to avoid disconnection by agreeing to an 
affordable payment plan.

2. Hospital social workers already trained to sign 
families up for other supports could flag families 
with new infants to IOUs who would flag those 
accounts for 12 months from the date of birth.

11
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Serious Illness Protection Rule
The Medical Baseline Protection is a rate and is limited in 

reach

 The Medical Baseline Protection is an affordability 

program for those whose disability or medical frailty 

drive up energy usage (e.g., would not protect someone 

whose medication required refrigeration).

 A serious illness protection rule is a disconnection 

protection that protects the health and safety of 

consumers, whose illness or condition renders them 

susceptible to endangerment due to a loss of electricity 

or natural gas.

12
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Medical Baseline Has Dangerous 

Disconnection and Reconnection Stats

Source: TURN, Living Without Power at p.27 (Note: Derived from 

disconnections rulemaking data.)

13
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Recommendation: Develop a 

Strong, Uniform Serious Illness 

Disconnection Protection

 California should prioritize protecting the seriously ill 
and medically vulnerable from disconnections

 Other states have much stronger serious illness 
protections

 Cal. Pub. Util. Code § 779 prohibits disconnection 
where:

 a licensed physician or surgeon certifies disconnection will be life 
threatening

 a payment-troubled customer agrees to enter into an amortization 
agreement for all of the charges customer is unable to pay prior to the 
delinquency

 Customer can amortize the unpaid balance over a period not to exceed 
12 months

14
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Recommendation: Develop a 

Strong, Uniform Serious Illness 

Disconnection Protection cont.
 Eligibility for the protection should be uniformly defined 

and broadened to also include: elderly, infants (e.g., 12 
months or younger), consumers with disabilities or 
illness such that disconnection would be especially 
dangerous to the individual’s health/aggravate health 
condition.

 Process for invoking the protection should be broadened 
to include certifications from physician’s assistants, 
nurses, public health or social services official/agency.

 Duration of the disconnection protection and duration 
should be uniform (e.g., no less than 90 days).

 Serious illness protection should be easily renewed, 
particularly for chronic or permanent condition.

15
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Due Process and Customer Protections 

for “Roommate” Charges 

Issue:  Customers are being told to pay for previous customers’ 

charges in the following scenarios:

• Renters being told they must pay the previous tenant’s bill before 

they can get service turned on in their name.

• New homeowners being told the same.

• Children being hit with their parent’s utility bill when they turn 18, 

and move to their own apartment.

Customer Experience During the Process:

• Customers are told that they are not allowed to see the 

investigative report that determined they are responsible for the 

previous charges.

• There is no process for customers to dispute or appeal the decision.  

Utilities have sole discretion and final authority.  

16
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Sample Complaints and Data
Fact:  TURN has received numerous calls from utility customers 

stating that after they established service, previous tenants’ 

bills appeared on their utility bill, ranging from $1,000 to 

$25,000. The customers were later informed that an 

investigation was conducted.  Most of the customers report 

that no notice of an investigation or written report of said 

investigation is given to the customer.

Complaints from customers:
• Renters being told they must pay the previous tenant’s 

bill before they can get service turned on in their name.

• New homeowners being told the same.

• Separated or divorced spouses, even though they no 

longer lived together 

• Children being hit with their parent’s utility bill when 

they turn 18 and move to their own apartment.

17
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Recommendation

Objective:

Provide due process and fair customer protections 
against unfair or improper charges.  

Proposed Changes:

1. Customers have a right to see the investigation 
report

2. Customers have a right to appeal the results of the 
investigation

3. Adopt principle of “customer of record” that restricts 
collection to the customer whose name appears on 
the bill

18
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Expedited Complaint Process and No 

Disconnections During Complaint Process

Current Process: CAB receives complaints in writing or by phone 

 Written complaint - letter of acknowledgement within 10 days, most resolved 

within 45 days, 15 days to appeal.  Takes at least 55 days to resolve a written 

complaint.

 Complaints by Phone – May be asked to submit a written complaint if it is not an 

emergency

 Emergency Complaints – safety concern or utility service is in jeopardy of being 

disconnected

 CAB connects utility company to consumer leaving consumer to work with utility 

company or sets up a three way call. 

 Callers to TURN report that most calls are immediately transferred to utility 

company for resolution.

19
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 Assign CAB staff who are responsible for emergency calls related to 

disconnections

 CAB staff will conduct a thorough assessment, review information 

provided by the customer, request additional information from the 

utility in order to verify whether the utility is following all the applicable 

rules and regulations of the CPUC before contacting the utility 

company or setting up a three way call for a disconnection complaint.

 Prior to calling utility company CAB will document reason for 

disconnection or disconnection notice by identifying sub categories 

such as:  high bill, deposit, back billing, roommate bill, billing error, 

estimated bill, medical baseline, fines/unauthorized use, or other.

 The utility company will not disconnect a customer who has called the 

CPUC 800 number with a shutoff emergency until a thorough review 

or complaint intake has been completed by CAB

20
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Facilitate Enrollment in 

Existing Programs

➢ Many people who are eligible for existing utility 

assistance programs may not be aware of them

➢ The Commission has worked to promote programs across 

industry (e.g. cross-promoting CARE and Lifeline) and to 

establish eligibility criterial based on participation in 

other programs, but there are still opportunities to 

inform the public and facilitate enrollment

➢ Outreach to other public agencies can benefit 

Californians in need

21
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Recommendation: Approach 

Other Public Agencies to Explore 

Opportunities
➢ Various public agencies have contacts with people who are likely eligible for 

utility support programs

➢ There are opportunities to promote program enrollment through coordination 

with public health officials.  

➢ For example, when Medi-Cal authorized durable medical equipment for 

a customer, that customer should receive information on Medical 

Baseline.

➢ A household that receives a home nurse visit for a newborn should 

receive information on any new protections for vulnerable customers.

➢ A household enrolling in Medi-Cal should receive information on CARE, 

FERA and ESA.

➢ People who file for unemployment benefits or workers compensation should 

receive information about utility support programs

➢ To the extent that the Commission can facilitate information sharing with 

other agencies, it would benefit customers by easing enrollment (or even 

moving toward automatic enrollment).  However, such efforts may also be 

complex.  It may be best to start with simple first steps of outreach and 

information sharing.

22
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Use CBOs to Assist in Program 

Enrollment

➢ Existing programs (such as CARE, FERA, Medical Baseline 

and ESA) can help customers by making their bills more 

affordable

➢ CBOs can help educate customers about existing programs 

and assist them in enrolling, but they need resources to 

take on this task

➢ CBOs have small budgets and are stretched thin.  Without 

new resources, they cannot dedicate staff time to work 

with individual clients on energy affordability issues

23
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Recommendation: Provide 

Resources to CBOs to Allow Them 

to Educate and Assist Customers
➢ Models for supporting CBOs include capitation (as with CARE) or 

grant funding

➢ Capitation models would pay a small amount to partner CBOs for 

each client they successfully assist in enrolling in an assistance 

program

➢ Grant models would provide relatively small amounts of funding to 

a CBO so that they could dedicate resources to working with 

clients on energy issues.  For example, if staff spends an 

additional 20 minutes each person who comes in for assistance 

(using that time to inform them about programs and potentially 

assist them in enrolling), the CBO would need to add staff to serve 

the same number of people and complete other tasks.

➢ Either model would include reasonable reporting of how many 

eligible people the CBO assisted in enrolling in existing programs 
24
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Increase Non-Disconnection Collection Notices —

Notices Have Decreased Prior to Disconnection

Issue:  Since 2010, disconnection notices for all IOUs have decreased 

as number of disconnections have increased. Notices and 

disconnections are both debt collection strategies.  

Facts:

• Between 2010 and 2016, PG&E’s:
• disconnection notices decreased 24% from 2,817,631 to 2,142,480

• disconnections increased 74% from 179,071 to 312,007

• Between 2011 and 2016, SCE’s:
• disconnection notices decreased 12% from 4,979,671 to 4,378,872

• disconnections increased 64% from 245,877 to 403,761

• Between 2011 and 2016, SoCalGas’s:
• disconnection notices decreased 12% from 1,747,187 to 1,531,650

• disconnections increased 16% from 112,009 to 129,545

• Between 2011 and 2016, SDG&E’s:
• disconnection notices decreased 21% from 259,893 to 205,069

• disconnections increased 94% from 20,690 to 40, 067 25
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Shutoff Notices Decrease as Shutoffs Increase

26
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Shutoff Notices Decrease as Shutoffs Increase
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Shutoff Notices Decrease as Shutoffs Increase
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Shutoff Notices Decrease as Shutoffs Increase

29
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Recommendation

Reduce the use of disconnections as 
debt collection strategy and increase 
the use of disconnection notices as 
debt collection strategy.

Proposed Change:

Increase the use of disconnection 

notices to 2010 or 2011 levels before 

disconnecting customers.

30
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Arrearage Management Programs (AMPs)

Helping Customers Manage Overdue Bills

 Sizable past-due amounts pose a disconnection risk for 

residential utility customers, particularly low-income 

customers.

 A well-designed AMPs helps stop the debt-spiral and 

incentivizes regular payments 

 An AMPs help customers by forgiving a fraction of their 

arrears as long as the customer remains current on their 

bills

31
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Arrearage Management 

Programs (AMPs)
How AMPs differ from traditional payment plans

32
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Arrearage Management Programs
A substantial number of Californians struggle with utility debt.

Source: TURN, Living Without Power at p.9 (Note: Derived from disconnections 

rulemaking data. Shutoff rates show the number of shutoffs per total customers, not the 

percentage of customers experiencing disconnection.)

33
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Recommendation:  Develop AMP 

as a tool to help utility 

customers manage arrearages

 Since 2008, all regulated Massachusetts electric and gas 

companies offer their low-income customers an AMP.

 DC Pepco just created an AMP based on lessons learned 

from Massachusetts and the AMP is scheduled to be 

operational in 2019.

 AMPs program design can vary, but there are best 

practices from the Massachusetts experience. 

34

R.18-07-005  ALJ/GK1/eg3

                         133 / 262



Recommendation: For Customers 

that Don’t Qualify for AMP, Offer 

More Affordable Payment Plans
Issue:  Customers report that they agree to high payment plans they cannot 
afford in order to keep their service connected.  Customers have also 
reported that payment plans are often broken into two payments for the first 
month before a more “affordable” payment plan will be given.

Proposed Policy Change:

 Utilities cannot ask customers for a large payment followed by another 
payment two weeks later

 Payment plans must be extended beyond three months (Utilities report that 
short payment plans are successful but are not taking into account what 
sacrifices are made by the customer to keep their service connected).

 Payment plans must be affordable and based on customer’s income or 
ability to pay

 Customers should be allowed to setup one payment plan for the deposit and 
outstanding balance. (Currently customers are given one payment plan for 
the deposit and a separate payment plan for any outstanding balance for 
service)

35
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Thank You!

CforAT

36
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Centro La Familia Advocacy Services, Inc Report 

for the California Public Utility Commission 

Disconnections Panel and Workshop Related 

Rulemaking 18-07-005 

 

Fresno, California 

 

November 19 2018 

 
Centro La Familia Advocacy Services (CLFA) is humbled to be a part of 

these important proceedings. The actions and decisions that will result 
from these events have the potential to benefit millions of Californians in 

our state. CLFA has been advocating for families in the Central Valley for 

more than 40 years and understands the hardships they endure, including 
the impact of rising utility cost, particularly on low income families who are 

faced with the financial burden of trying to pay for higher rates. CLFA has 
been partner to The Utility Reform Network (TURN) since 2011, and 

through this partnership has furthered its grassroots efforts to advocate on 
behalf of low-income families, the elderly, disabled and other 

disenfranchised groups who cannot afford high utility rates.   
 

Established in 1972, CLFA, has been providing advocacy, intervention, 
prevention, outreach, and education services to families and individuals in 

Fresno County for more than 45 years. Through its mission, “providing 
services that empower and support families and individuals in our culturally 

diverse community,” CLFA works to meet the needs of families through five 
service departments: Health & Wellness, Family Strengthening, Victim 

Advocacy, Policy & Leadership Development, and Immigration. CLFA’s 

ability to reach underserved and unserved communities is demonstrated 
through excellent working histories with organizations and collaborative 

systems. 
 
Through its vision, “empowering a network that fosters the well-being of 

our community while promoting collaborative partnerships and enhancing 
services,” CLFA believes that all individuals in our state deserve healthy 
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communities that foster support, family unity, education, and affordability. 

Every family is faced with the responsibility of paying for utilities, therefore 
CLFA has been engaged in this very conversation because we know this 

impacts the health and wellbeing of that families we serve. Therefore, CLFA 
has worked to engage community members in conversations about their 

utility crisis, advocate for change, and work to share their stories of how a 
shutoff affects them including their homes, health, and financial hardships.   

 
 

Who Is Being Impacted? 
 

The first step was to identify who was experiencing shutoff related issues 
or utility insecurity.  In the chart below you can see an overwhelming 

majority of the households we work with earn less than $32,040 a year. 
Typically, there is only one working member of the household. Many of the 

residents we work with are seniors, and people with disabilities that are 

living on fixed-incomes and/or have incomes that are within the poverty 
level, or slightly above the poverty level.  Oftentimes, these are residents 

who are seeking CLFA’s services because they are victims/survivors of 
domestic violence or sexual assault and they are struggling financially 

because they are trying to break free from the violence or it could be that a 
person has separated from their parents due to abuse they have endured. 

CLFA has experienced clients whose only income is from public benefits or 
that they are seasonal workers who experience downtimes from work. 

Other times it’s from families who do not earn enough income and the 
overall cost of living expenses are more than they can bear.  Overall, our 

families face the same burden of ever-increasing rent, food expenses and 
utility bills.  

 
Household Income 

 

 
N 

(n=121) 
% 

$0 - $32,040 89 74% 

$32,041 - $48,600 15 12% 

$48,601 - 75,000 13 11% 

$75,000 - $100,000 3 2% 
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$100,001+ 1 1% 

 
This second chart shows the demographic breakdown of those surveyed. 

 
Race  

 
N 

(n=122) 
% 

Latino/Hispanic 112 92% 

Black 6 5% 

White 4 3% 

Other 2 2% 

Asian 0 0% 

Native American 2 2% 

 

How Is the Impact Felt? 
 

In an attempt to understand how these households have been burdened 
with and dealt with high utility costs and what adjustments residents were 

making in order to maintain basic utility service Centro La Familia asked 

the community what sacrifices they are making. As you can see in the 
chart below, almost half of the respondents reported reducing food 

purchases. This coincide with numerous personal stories, accompanied by 
tears, from residents who were not eating more than one meal a day or 

families with adults who had significantly cut back on food consumption in 
order for the children family to eat an adequate amount of food.  

Additionally, families falling deeper into credit card debt and having to ask 
friends and families for loans to cover the increasing costs of keeping the 

lights on in their home.  
 

What have you sacrificed in order to make a utility payment?  

 
N 

(n=130) 
% 

Cut back on buying food 58 45% 

Drove less, bought less gasoline 32 25% 
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Medical needs such as doctor visits, medication co-payments, etc. 24 18% 

Paid rent or mortgage late 23 18% 

Services such as childcare, landline or cell phone 22 17% 

Infant needs such as diapers, baby formula, etc. 6 5% 

 

Despite the sacrifices made by the residents we surveyed, more than one-

third of them had received a shutoff notice (see chart below). Living with 
shutoff notices, unfortunately, has become a way of life. 

 
Received Shutoff Notice(s) in the Last Year 

 
 N 

(n=130) 
% 

Yes 48 37% 

No 82 63% 

 

 

And, despite those notices, and despite those sacrifices, 15 of the residents 
surveyed slipped into darkness (see chart below). 

 

 
N 

(n=122) 
% 

Yes 15 12% 

No 107 88% 

 
Not Just the Expense 

 
These shutoffs are not the result of poor spending habits, lack of education 

or sophistication. Of the residents surveyed, it should be noted, that many 
faced additional burdens that created challenges. These burdens were 

outside of the control of the families we surveyed and had nothing to do 
with spending habits or personal choices. The chart below describes some 

of those challenges.  These numbers are representative of only a small 
population surveyed.  The actual numbers of clients who have to pay a bill 

left over from a previous owner or renter when the resident moved in is a 
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lot higher than the 9% of the 123 residents surveyed.  We continue to see 

this as common practice by the utility companies.  
 

Has your utility company ever… 
 
 N % 

…asked you to pay a bill left over from a previous owner or 
renter when you moved to a new residence? (n=123) 

11 9% 

…sent you an unusually large bill because they didn’t bill you 
correctly in the past? (n=121) 

16 13% 

…sent you an unusually large estimated bill? (n=123) 34 28% 

 
 

End Shutoffs 
 

The State Legislature recognized that there was a significant issue related 
to shutoffs and through legislative efforts SB598 was passed. With the 

passing of this legislation we look forward to working together with utility 
companies and the California Public Utilities Commission to end shutoffs.   

 
Best Practices to Consider: 

 
1. Offer payment plans before a bill gets too high. 

2. Offer payment plans that are affordable and based on a 
customer’s income. 

3. End the practice of billing new residents or family members for the 

previous tenant’s bill. 
4. Any investigations conducted by a utility company should be done 

with the full knowledge and consent of the tenant being billed for a 
previous account holder. 

5. The results of any investigation must be provided in writing to the 
tenant. 

6. Utility companies should let customers, who cannot afford their 
bills, know about CARE, FERA, Medical Baseline and other public 

program available.  
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Poverello House 
 
 
Poverello House is humbled to be a part of these proceedings. These decisions have the potential to 
help resolve disconnection and reconnection issues our clients face on a daily basis. 
 
Mike McGarvin “Papa Mike” founded Poverello House, in the early 70s. By handing out peanut butter 
sandwiches from his car to the destitute in the City of Fresno, Poverello House has grown to a private 
non-profit employing over 37 employees who are all dedicated to providing services to disadvantaged 
individuals and families in our community.  Our Mission statement best describes who we are.  
 
Believing in the dignity of every person, at Poverello House we work to enrich the lives and 
spirits of all who pass our way by stewarding the resources made available to us through 

providential and community support. 
 
What We Do 
 
We provide up to 1,200 meals per day to all those in need. These meals are served in our Dayroom, 
which is a safe setting for our clients and families. We also provide meals to domestic violence 
shelters, substance abuse treatment programs and people living in rural Fresno County. We offer warm 
showers, clean clothing, basic medical care, laundry services and case management.  
 
Every homeless program at Poverello House provides clients linkages to social services, mental health 
services and housing programs. Poverello House homeless programs include Naomi’s House, The 
Village of Hope, and Map Point at Pov. Through case management and advocacy services, clients are 
linked to a Department of Behavioral Health office on-site at the Poverello House. Our on-site clinic, 
through St. Agnes Medical Center provides free health care and dental services to low-income families 
and homeless individuals. We collaborate with our community partners to ensure that homeless clients 
are prioritized based on their vulnerability. Clients with a higher vulnerability are linked to the limited 
government housing resources within our community. We use diversion tactics and local resources on 
those clients with lower vulnerability. Our case managers advocate for clients by focusing on rapport 
building and motivational interviewing that lead to creating action plans to set goals and meet 
deadlines. Our Village of Hope provides a unique opportunity for our community’s homeless 
population to sleep off the streets and live in a community-type environment. The structures they live 
in are simple "Tuff Shed"-like shelters. Naomi’s House is a 28-bed emergency shelter for single adult 
women who are working to get out of their homeless situation. Poverello House has an inpatient 
rehabilitation program for adult men. The program consists of a 28-bed on-site residence facility and 
an 18 bed off-site transitional facility. 
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Why reducing disconnections matter to our clients 
 
The majority of the individuals and households we serve represent our homeless and low-income 
population. Through our programs, case management and advocacy services are provided for clients. 
On any given day a minimum of 40 individuals, come to one of our Poverello House programs. From 
those 40 an average of 10% show a utility hardship either in re-establishing services or an upcoming 
disconnection.  
 
 
Clients utility connection/disconnection understanding 
 
Since our MAP Point program opened in 2015 we found that the number of families and individuals 
suffering with utility shut-offs and delays with re-establishing service has grown from 20% to 40%.  
Many of our clients have difficulty understanding utility awareness, as a result incur high utility bills, 
and ultimately disconnects due to not being able to maintain the current cost of utilities. Clients are not 
aware of utility program assistance. Navigating through the utility program process has proven to be 
challenging too many of our clients. Poverello House works to educate our clients by linking clients to 
low cost energy programs, understanding that not all of them will qualify for the programs. 
We also work to improve communication between our client and the utility company. Poverello House 
serves as a bridge to assist clients with outstanding bills and potential disconnects. 
 
Having to choose 
 
 Many of the people we work with are receiving some type of housing assistance due to their low-
income status. It is well known in our community that in order to keep subsidized housing assistance 
you must have your utilities always turned on to keep in good standing with your 
housing. Unfortunately, families will forgo using air conditioning during the hot summer months’, 
which may lead to health problems for children and seniors. During the winter, months’ parents are 
faced with having to choose between buying a warm jacket for their child or keeping the heat on to 
prevent children from becoming ill. The fact that families are forced to choose between paying their 
high utility bills or their children’s health is cause for concern.   
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A Renters Common Situation 
 
Understanding the difference between renters and homeowners paints a better picture of the issues 
surrounding renters.  In many cases, renters do not qualify for weatherization programs that would help 
to reduce high-energy costs due to the fact the property owner utilized the service with previous 
tenants. One of the common issues our rental clients face on a day-to-day basis is dealing with the high 
utility bills. We have found that most of our clients are low-income renters and generally have to settle 
for living in substandard conditions, which affects their health and housing stability. Most often renters 
are equipped with non-energy efficient appliances that cause unmanageable utility bills due to high 
utility cost and energy consumption. High utility cost and utility uncertainty coupled with non-energy 
efficient appliances generally leads to low income renters being left with unmanageable payment 
plans. This forces them to make necessary sacrifices such as keeping their AC or Heater off during 
summer and winter peak months’, which can have an impact on their health, especially when 
temperatures can reach over 100 degrees in the Central Valley. During the winter, month’s parents are 
faced with having to choose between paying a utility bill to keep the lights and heat on or buying basic 
necessities.  
 
Mr. Johnson’s Story 
 
Most recently, our client Mr. Johnson utilized MAP Point assistance to secure housing. While assisting 
Mr. Johnson staff learned that, he had incurred a $6,000.00 utility bill due to being on a breathing 
machine. With no energy discounts, Mr. Johnson was using a great amount of energy and incurring a 
high-energy bill. 
 
Mr. Johnson became homeless when the family members he was renting a room from lost their 
housing in the City of Fresno. Mr. Johnson came to MAP Point at the Poverello House looking for 
housing and supportive services assistance. He was linked to shelter but unfortunately due to his 
breathing machine, no shelter could be identified that could accommodate him longer than a couple of 
days. Mr. Johnson was forced to sleep in his car so he could have some protection from the elements. 

 When Mr. Johnson got closer to obtaining housing, staff contacted PG&E to make sure he could 
obtain utility services in his own name. While speaking with PG&E we soon found Mr. Johnson had 
accumulated a $6000.00 bill due to his utility usage and his inability to pay his utility bill in full each 
month. Before Mr. Johnson moved into his apartment staff advocated with PG&E and other low-
income energy programs to have his utility bill reduced to under $2,000.00. Understanding that Mr. 
Johnson would not be able to move into his apartment unless a high portion of his utility cost was paid 
before occupying his new apartment. MAP Point staff assisted Mr. Johnson in setting up a payment 
plan with PG&E. Mr. Johnson moved into housing, however, after 3 months he came back to MAP 
Point due to having difficulty paying his utility costs. It was found PG&E had removed Mr. Johnson 
from low cost energy programs such as the CARE program as well as Medical Base Line. Although 
PG&E had set up Mr. Johnson on a payment plan, he was unable to pay his bill thus incurring a utility 
bill over $3,000.00. MAP Point staff contacted Fresno Housing Authority to link him to the SHARE 
program in order to relieve some, if not all of his utility cost. PG&E denied Mr. Johnson the SHARE 
program due to being on a payment plan. Mr. Johnson informed MAP Point staff that he knew a 
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supervisor at PG&E. Staff contacted the Supervisor and informed him of Mr. Johnson’s situation. The 
supervisor then removed Mr. Johnson from a payment plan and he was reassessed for the SHARE 
program the following day. He was granted assistance and his bill was paid in full.  

Mr. Johnson was also linked to the CARE program as well as Medical Base Line so that moving 
forward he would have a better chance of maintaining his high-energy cost. Although this story had a 
positive outcome, the steps it took for Mr. Johnson to go through were very time consuming and 
stressful. Had he not had the support of MAP Point staff, he may have not known what direction to 
turn in order to remedy his utility hardship. The only question we are left with is how many people are 
going through this type of situation that are not getting assistance from programs like MAP Point?  

 
Summer Peak Hours  
 
Utility rates are at an all-time high even with Summer Time of Use Rates in effect. Ratepayers 
continue to struggle with their high utility bills, during the summer months. There are several reasons 
why ratepayers see substantial high utility bills during the summer months.  One of the reasons is 
children are home during the summer months and are using energy during peak hours.  Because hot 
days starts as early as April in the Central Valley, rate payers are utilizing air-conditioning throughout 
the day. It would be beneficial to raise the baseline and extend the Time-of- use Summer Rates, 
allowing families to run their air conditioning during the long hot summer months. 
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The State of Electric 
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Disconnections in 
California

Whitney Richardson, Energy Division | December 6, 2018

California Public Utilities Commission
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Senate Bill 598 (Hueso)

• SB 598 in 2017 requires the CPUC to develop policies or 
regulations to reduce the electric and gas 
disconnection rate by January 1, 2024

• The bill notes that the number of residential 
disconnections rose from 514,000 in 2010 to 816,000 in 
2015 and that disconnections pose a serious threat to 
public health

• The bill also prohibits the disconnection of those in 
hospice, with life support equipment or with life 
threatening illness
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Previous efforts

• The CPUC previously examined the topic of 
disconnections in a 2010 rulemaking (R.10-02-005)

• This rulemaking examined payment plans and 
notification rules for customers

• The subsequent settlement agreements in 2010, 
2012 and 2014 seemed to have some impact on 
disconnections, but they are rising again. 
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The current scale of the problem

• In 2016, the IOUs had a combined total of 
approximately 16.65 million residential customer 
accounts. In that time period, the four largest gas and 
electric utilities issued disconnection notices to 
4,265,616 ratepayers (25.62%) at least once in the 
calendar year.

• 16.15% of all ratepayers receive more than one initial 
(15-day) disconnection notice in a year’s time. 

• The majority of disconnections come from just 20% of 
the zip codes served by the four IOUs and that 
disconnection are proportionally lower in urbanized 
areas compared to less populated areas
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PG&E, 5.41%

SCE, 9.75%

SDG&E, 3.31%

SCG, 2.10%

0.00% 2.00% 4.00% 6.00% 8.00% 10.00% 12.00%

Total

2017 DISCONNECTION RATES BY UTILITY
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CARE disconnection rate
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The goals of this proceeding

• We are looking through the data to try to find ways 
to address the disconnection rate. 

• For example, what is the size of customer 
arrearages before they are disconnected?

• Where is the opportunity to intervene before 
disconnection becomes necessary?

R.18-07-005  ALJ/GK1/eg3

                         156 / 262



Median arrearage amounts in Stockton area
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The goals of this proceeding

• Bill volatility seems to have some impact on 
disconnection rates. 

• How can we better connect customers to programs 
such as level bill pay or find other ways to reduce 
the impact of unexpectedly high bills?
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The goals of this proceeding

• Lastly, the method of allowing people to pay over 
time must be examined. 

• For example, how long should payment plans be 
and what is the minimum amount that should be 
paid per month?
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Payment/arrearage
#2 - How many residential customers are currently on a pay plan?

How many payment plans has the utility created annually since 2010?

August 2018:
215,946 Active Pay Plans

Pay Plans Created Annually

2010 1,198,742

2011 1,247,382

2012 1,473,638

2013 1,647,786

2014 1,547,429

2015 1,358,740

2016 1,386,635

2017 1,557,659
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CITY OF PHILADELPHIA

Reducing and Avoiding 
Disconnections Through Affordability
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CITY OF PHILADELPHIA | Tiered Assistance Program

Assistance has always been 
available for those who need it. 

Senior Citizen Discount

Charitable Organization Discount 

Water Revenue Assistance Program (WRAP) 

Utility Emergency Services Fund (UESF) 

Homeowners Emergency Loan Program (HELP)

Conservation Assistance Program (CAP) 

Cross Connection Abatement Program 

Basement Protection Program (BPP)

Approximate total of all  assistance programs 
in fiscal year 2017:

Pre-TAP Assistance Programs Summary

Over $34 million
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CITY OF PHILADELPHIA | Tiered Assistance Program

The Road to Affordability:
Tiered Assistance Program (TAP)
A City Council Ordinance and Water, Sewer and Storm Water Rate Board Decision 
requires the establishment of an assistance program that allows low-income 
customers to pay reduced rates based upon a percentage of their 
household income.

Bill No. 140607-AA: 
An Ordinance 
providing for the 
establishment of 
low-income rates.

Mayor Michael 
Nutter signed the 
ordinance passed 
by City Council.

The Rate Board issued 
a decision that set 
the parameters for 
the FY2017-2018 Rate

First day a 
customer can 
submit an 
application for the 
TAP program.

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017

IMPLEMENTATION
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CITY OF PHILADELPHIA | Tiered Assistance Program

Process and Policy Development
software and system design, testing, implementation

Implementation Timeline

Outreach to current WRAP customers 
Mail letters In January and ongoing as needed

Outreach to all customers 
implementation of communications toolbox

Workshops 
Review Program 
& Application 

January 2017 March 2017 July 2017 March 2018

Online and Program 
Call Ctr Customer resources 

June 2016

Applications & Program  
Go-Live
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What is Different About TAP?
• Monthly bills based on income which can range from 2-4% of a customer’s total 

household income. Lowest income bracket may have a minimum bill of $12.

• Proactive assistance to keep customers from becoming delinquent or in danger of 
disconnection. 

• Program is income-based and not a payment agreement, making bills more 
predictable and affordable.

• Bills do not go up based on usage. Customers pay a set amount.

• Past due amounts are suspended and not enforced upon while successfully 
enrolled in the program, preventing debt from increasing.

• Earned forgiveness of prior penalties after 24 months of on-time payments

• More accessible to customers through online, mobile friendly presence and 
robust language access.

• Program accountability through enhanced metrics.

CITY OF PHILADELPHIA | Tiered Assistance Program
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CITY OF PHILADELPHIA | Tiered Assistance Program

Eligibility by Income at a Glance

CITY OF PHILADELPHIA | Tiered Assistance Program

TAP Extended 
Payment Plan

Income
0-50% 

FPL

Income
51-100% 

FPL

Income
101-150% 

FPL

Income ≥151% 
FPL & Special 

Hardship

Income 
151-250%

FPL

Monthly bill 
capped at 2% 
of monthly 
income

No payments
toward arrears 
required

Payment plan 
offered if in 
danger of 
disconnection

Monthly bill 
capped at 2.5% 
of monthly 
income

No payments
toward arrears 
required

Payment plan 
offered if in 
danger of 
disconnection

Monthly bill 
capped at 3% 
of monthly 
income

No payments
toward arrears 
required

Payment plan 
offered if in 
danger of 
disconnection

Monthly bill 
capped at 4% 
of monthly 
income

No payments
toward arrears 
required

Payment plan 
offered if in 
danger of 
disconnection

Monthly 
payments
toward arrears 
set so that total 
monthly bill is 
about 4% of 
monthly 
income
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Assistance Successes

Applications Submitted

29,674
Approved Applications 

17,811

CITY OF PHILADELPHIA | Tiered Assistance Program

60%
Applicants Receiving Assistance
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CITY OF PHILADELPHIA | Tiered Assistance Program

Declining Disconnections
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THANK YOU!
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Max Vargas, Senior Policy Advisor to Mayor Michael Tubbs

12.06.18 California Public Utilities Commission Workshop
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“Talent and intellect are universal, but 

resources and opportunities are not.”

~ Mayor Michael Tubbs
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We are motivated to test a guaranteed income 

in Stockton because we believe it is one of 

the most effective tools to combat poverty.

www.stocktondemonstration.org
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Country’s First City-Led Initiative

● Office of Mayor Michael Tubbs

● The Reinvent South Stockton Coalition

● The Economic Security Project

● Stockton Residents
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Overview

● Beginning in 2019

● SEED will select approximately 100 Stocktonians

● To receive a guaranteed income of $500 per month for 18 months

● The income will be unconditional

(no work requirements or spending restrictions)
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● Led by two independent researchers, Dr. Stacia Martin-West of the 

University of Tennessee, and Dr. Amy Castro Baker of the University of 

Pennsylvania.

● Eligibility: 18 or older, occupy a residence within the City of Stockton, 

located in a neighborhood where the median income is at or below $46,033.

● Selection Process: 1,200 randomly selected residences in neighborhoods 

meeting the eligibility criteria will receive a letter inviting them to apply.

Eligibility & Selection Process
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● Randomized Control Trial

○ One group of about 100 residents will receive $500 another will not

○ Both groups will be asked to respond to surveys and interviews

○ Comparison/control group will be about 200

● Questions we aim to answer…

○ How does a guaranteed income impact financial insecurity and volatility?

○ To what degree will a guaranteed impact drivers of inequity and social 

determinants of health?

○ How does it unleash potential among recipients and generate agency?

Evaluation
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● Connecting people and their stories to SEED

○ Stockton Story Series (Adriana Brogger, San Joaquin Delta College): 

student-driven initiative modeled after StoryCorps (oral histories)

○ Help Wanted: Work, Wages, and Worthiness (Tama Brisbane, Stockton Poet 

Laureate): centered on youth and young adult voices, featuring poetry and 

spoken word performances on the association between work and dignity.

Storytelling
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Questions?
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©National Consumer Law Center 2012

Innovative Approaches to Reducing 

and Avoiding Disconnections

Charlie Harak

charak@nclc.org

CPUC Workshop December 6, 2018 
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Law and Policy Underpinnings

2

“Utility service is a necessity
of modern life…. 
discontinuance of 
[utilities]… may threaten 
health and safety” –
Memphis Light, Gas & 
Water Division v. Craft 436 
U.S. 1 (1978)
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Law and Policy Underpinnings

3

“Gas and electric service shutoffs threaten the 
health of two million people annually with 
significant impact on infants, children, the 
elderly, low-income families, communities of 
color, people for whom English is a second 
language, physically disabled persons, and 
persons with life-threatening medical 
conditions.  The loss of basic gas or electric 
service causes tremendous hardship and 
stress, including increased health risks. . . .”  
Stats. Of 2017, ch. 362, § 1
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'Common Sense' May Have Kept Power On For Dying NJ 

Grandma  (Newark Patch 10/30/18)

4

Linda Daniels, age 68, 

in hospice care and on a 

respirator, died July 5 

shortly after her service 

was disconnected. 

Almost immediately, her 

family contacted the 

company, but power 

was not restored until 

the following morning –

too late! 
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Utility service is essential….

5

• For those with refrigerated medications 

• For powered wheelchairs

• To protect against hypo- or hyperthermia, especially the very young 

and elderly      

• To provide hot water 

• To keep the lights on
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Terminations are on the rise – and poverty 

continues

• “Residential terminations for nonpayment . 
. .rose significantly from 547,000 in 2010 
to 816,000 in 2015.”   SB 598.

• Using the “supplemental poverty 
measure,” CA has the highest poverty rate 
of the 50 states. This would surprise 
many!

https://www.census.gov/content/dam/Census/library/publications/2018/
demo/p60-265.pdf

6
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What can be done?

7

• Legislation can mandate protections.

• Regulators can adopt protections.

• Companies can voluntarily help those in need of 
protection.
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SERIOUS ILLNESS PROTECTIONS:

There are a range of protections – The very good

• Massachusetts: If customer is low-
income, and Dr./P.A/N.P. submits 
letter - for any HH member who is 
seriously ill - this protects against 
termination.  Initially good 90 days; 
180 if “chronic.”  Adopted 1935!

• Ch. 164, s. 124A.  Regs at 220 CMR 
25.03.  Covers elect., gas (including 
munis).

8
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SERIOUS ILLNESS PROTECTIONS:

The Not-so-good?

• FL: Firm protections, but narrow group: 

life-threatening/risk of hospitalization; 

electric only.  Protection for 12 months; 

can be renewed. Certifier must be a 

physician/strict penalties for false 

submission.  Payment plan must be 

arranged, to the satisfaction of the 

company.

9
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SERIOUS ILLNESS PROTECTIONS –

Examples of weak rules

• HA: No codified serious illness protections.  

However, some reporting burdens prior to 

terminating service to someone 62 or older 

and persons with disability.

• NC: Cos. must establish coding for known 

ill/disabled customers. No mandated 

protection.

• AL:  No mandated protections in law; 

perhaps in tariffs.

10
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SERIOUS ILLNESS PROTECTIONS –

California pre- and post-SB 598

• Code §779(b) :  Protection if: Dr. asserts 

“life threatening” AND customer makes 

payment plan that meets company’s 

acceptance.

• NEW §779.3: Protection for medical 

baseline, IF: enters into acceptable 

payment plan AND under hospice care; on 

life-support; or life-threatening condition.

11
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SERIOUS ILLNESS PROTECTIONS  - Attributes

• Who is protected/which groups or status? 
Life-threatening? Hospitalization? Infants? 
Elderly?

• How long is the initial protection? 5 states 
do not specify; 10 states 30 days or less.

• Can it be renewed/how many times? 
About ½ of states allow 30 days or more 
initially; many of those allow renewal.

• Who certifies? Dr., PA, Nurse? 

• Must payments still be made?

12
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SERIOUS ILLNESS PROTECTIONS - +/-?

13

Serious illness protections can 

guarantee service is not 

disconnected.  This protects 

health & welfare, also helps 

Commission meet goals of SB 

598 and its own interim 

order……But potentially at a 

small cost. In MA (w. very 

generous serious illness, 

infant, elderly protections): .1% 

of Eversource revenues.  

About a dime/mo.
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Where to go from here? 

• Look to states with model laws, 

regulations, or policies that help 

seriously ill consumers and that fit in 

the California context.

• Consider cooperative approaches 

with utilities, in parallel with any 

formal rules, regulations, or policies.

• Treat utility service as a basic human 

right.

14
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Arrearage Management Programs-Overview

• Help customers deal with large, 

overdue balances.

• Create an inventive for regular 

payments.

• Can be a win-win-win for customer, 

other ratepayers, company.

15
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AMPs - Design

• Customer in arrears agrees to pay 
current bills as they come due.

• For each payment made, a credit is 
applied to the arrearage.

• If customer pays, e.g., 12 current bills, 
there is no longer any arrears.

• AMP customer in good status: no 
termination, despite having arrears 

• AMP is NOT a re-payment plan.  

16
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AMPs – Policy issues

• Goal is to make payments more 

affordable so customer stays current.

• Works best with “working poor” & those 

with lower average bills.

• Well-designed program helps 

customers avoid termination and can 

builds better payment behavior.

• Not a panacea…many AMP customers 

won’t make all payments.
17
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AMPs – MA Experience

• Over 20,000 enrolled at any time. 

• El. Customers paid $27 M in 2017; cos. 

credited $19 M.

• Front-line agencies see this as valuable 

tool to reduce terminations/get clients out 

of debt.  Clients must be on discount rate.

• Penni Connor, Senior VP at Eversource 

has written 4 articles on the “Win-Win-

Win”
18
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AMPs – NJ Experience

• Customer eligible if low-income, over $60 

due.

• Max. $100/mo. written off.

• For most, arrearage would be zero after 

12 months.

• About 20,000/yr. enrolled.  Annual credits 

applied average around $10 M/year.

19
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AMPs – Other states 

• OH, IL have PIPPs with arrearage 

forgiveness for some.

• ME has a recent program.  Barriers: those 

who heat with oil & limited EE options

• CT has long-running, successful AMP.

• RI has an AMP

• D.C. about to launch an AMP.

20
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AMPs – Key issues

• Only stops terminations of payment of 

current bills met by customer.

• But can lead to better payment behavior 

from payment-troubled customers

• Comes with a modest cost, which 

depends heavily on program design and 

who enrolls.

21
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Questions?

…and thanks to my co-presenters

22
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Since 1969, the nonprofit National Consumer Law Center® (NCLC®) 

has worked for consumer justice and economic security for low-income 

and other disadvantaged people, including older adults, in the U.S. 

through its expertise in policy analysis and advocacy, publications, 

litigation, expert witness services, and training. www.nclc.org

R.18-07-005  ALJ/GK1/eg3

                         203 / 262



 

 

P: 1-833-699-EBCE (3223) 
E: customer-support@ebce.org 
ebce.org 
 

December 18, 2018  
 
Whitney Richardson 
Adenike Adeyeye  
California Public Utilities Commission  
505 Van Ness Avenue  
San Francisco, CA 94102  
 
Re: Informal Comments on R.18-07-003 (Improving Energy Access by Reducing and Avoiding Disconnections) 
Stakeholder Workshops  
 
Introduction and Summary 
 
East Bay Community Energy (“EBCE”) appreciates this opportunity to provide informal comments to Energy Division staff 
regarding methods to reduce and avoid disconnections, as discussed in stakeholder workshops. From October through 
December 2018, Commissioner Guzman-Aceves and Energy Division staff convened a series of workshops focused broadly 
on three topics: utility disconnection and reconnection data, existing utility policies and practices designed to reduce 
disconnections, and disconnection challenges and potential solutions. Energy Division staff have requested informal 
comments particularly focused on solutions.  
 
As the Commission considers going-forward strategies for reducing and avoiding disconnections in the next phase of the 
proceeding, EBCE recommends:  

1. Analyzing potential solutions through use of a framework that clearly outlines challenges and corresponding 
solutions for each customer segment.  

2. Accounting for the cost of essential expenses (i.e., housing, transportation, food, utilities) in California by 
prioritizing the development of assistance programs for customers up to 300% above the Federal Poverty Level.  

3. Inviting community-based organizations (“CBOs”) and electricity providers to propose joint pilot programs aimed 
at reducing and avoiding disconnections through early intervention and outreach.      

 
These recommendations are discussed in more detail below.  
 
Recommendations 
 

I. Adopt a customer segment-based framework for identifying potential solutions.  
 
Since there is unlikely to be a single solution to the disconnections problem, the Commission should expect to adopt a 
suite of solutions aimed across customer segments. EBCE strongly recommends tailoring each potential solution to the 
unique problems faced by distinct customer segments affected by disconnections. Based on workshop discussions, EBCE 
recommends segmenting customers into three groups defined as follows:  
 

1. At-risk customers: Customers on Medical Baseline, CARE/FERA or other income-qualifying program rates; likely 
to be hard-to-reach and at-risk populations, including non-native English speakers, those culturally disengaged 
(e.g., with limited or no access to online resources), elderly, and/or disabled.  
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2. Customers at 200-300% of Federal Poverty Level (“FPL”): Customers who do not qualify for income-based 
assistance programs like CARE, LIHEAP, or REACH but who still cannot make ends meet on a regular basis.  

3. Customers facing emergencies: Customers who may need one-time assistance due to unexpected life events.  
 

Through participation in workshops, and in interviews and conversations, EBCE has identified the following unique 
challenges and potential corresponding solutions for each customer segment. EBCE recommends adopting a similar 
framework for analyzing recommendations going forward in this proceeding, as it may be a useful structure as the 
Commission seeks to prioritize and implement solutions. This framework will help ensure that the adopted policy goals 
directly address a known problem and are targeted toward multiple customer segments. It may also allow the 
Commission to prioritize the actions that target the most vulnerable customers. 
 
Proposed Solution Identification Framework 
 

# Customer 
Segment 

 Challenges Identified in 
Workshops 

Potential Solutions Solution Example 

1 
At-risk 
Customers 

A. Payment plans are kept less than 
30% of the time, on average, for 
PG&E customers.1 

Arrearage Management Program 
or Percentage of Income 
Payment Plan. 

Ohio Percentage of Income 
Payment Plan, Maine Arrearage 
Management Program 

B. Customers may lack awareness 
of existing assistance programs, 
and have difficulty completing 
applications and providing 
income verification documents.2 

Support additional marketing 
and outreach via CBOs. 

MCE partnership with Green and 
Healthy Homes Initiative3 

C. Reconnection deposits, equal to 
two months’ payment, are 
unaffordable.4  

Eliminate deposit requirements 
for reestablishing service. 

CPUC prohibition of this practice 
during the 2010 Disconnections 
OIR, in D.10-07-048. 

2 
Customers at 
200-300% of FPL 

D. 
Customers do not qualify for 
assistance programs but still 
cannot make ends meet.5 

Create a revised assistance 
program that uses alternative 
poverty measures (California 
Poverty Measure, U.S. Census 
Supplemental Poverty Measure), 
and/or a sliding scale approach. 

City of Philadelphia Tiered 
Assistance Program (sliding scale 
payments up to 250% of FPL).  

3 
Customers 
facing 
emergencies 

E. Customers may have limited 
financial capacity to manage 
unexpected life events. 

Create “Affordability Fund” made 
available on an income-based 
sliding scale, on a one-time basis 
for all customers, funded 
primarily through donations 

Nationwide grassroots programs 
to assist children with school 
lunch debt.6,7 

                                                      
1 September 28, 2018 PG&E data response to CPUC data request in R.18-07-005, Question 8. 
2 Workshop #1 public comments: “Customers don't know enough about the programs available to them. It might help to rethink the 
channels we use to reach customers. It's important to remember that customers may not have easy access to broadband and may not 
have enough phone minutes to wait on hold all the time. They may require more in-person conversations.” 
3 See http://www.ebenergy.org/green-healthy-marin-county/ 
4 TURN presentation, Workshop #2, slides 6-8. November 19, 2018.  
5 As noted by Housing Long Beach during Workshop #1, part of the challenge is that it’s not just that utility costs have gone up; all 
essential expenses have increased. (See Workshop #1 presentation, “Resident Survey: Sacrifices” slide.) Using the Supplemental 
Poverty Measure, California has the highest poverty rate in the country. (National Consumer Law Center presentation, Workshop #3, 
slide 6. December 6, 2018.) 
6 See news coverage at: https://www.cbsnews.com/news/donors-unite-nationwide-to-pay-off-kids-school-lunch-debt/ 
7 PG&E’s Relief for Energy Assistance through Community Help (REACH) program is not listed as an example here because it is only 
accessible to customers making up to 200% of FPL and therefore cannot be used by all customers facing an emergency.   
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3 
 

4 All Customers F. Uptick in disconnections 
coincides with SmartMeter 
deployment.8 

Require utilities to manually 
(rather than remotely) 
disconnect customers.  

TBD 

  
EBCE supports each of the potential solutions listed above but notes that many solutions require EBCE and PG&E to adopt 
similar policies if those policies are to be beneficial for customers.  For example, if EBCE were to adopt an Arrearage 
Management Program (applicable to EBCE customers’ generation charges), EBCE’s program would only be effective at 
helping customers avoid disconnection if PG&E adopted a similar program for managing arrears associated with 
transmission and distribution charges.    
 
EBCE recommends discussing challenges, potential solutions, and implementation barriers in future workshops.  
 

II. Expand income qualifying thresholds for assistance programs in a way that accounts for housing burden.  
  

Several workshop attendees stated that they believe solutions that protect the most vulnerable customers should take 
priority. EBCE agrees. However, EBCE also notes that solutions for all customer groups will be needed in order to 
meaningfully reduce the number of disconnections. As the figure below shows, the majority (typically over 70%) of 
customers disconnected each year in PG&E’s service territory are not enrolled in CARE, FERA, or Medical Baseline rates.  
 
Moreover, since 90% of those eligible for CARE in PG&E’s service territory are already enrolled,9 it is likely that most “non-
CARE/FERA” customers who are disconnected are not eligible to participate in CARE. (Medical Baseline is not income 
qualified, but it is possible that customers who are eligible are unaware of this rate or qualification requirements.) 
 

 
Figure 1. PG&E historical electric service disconnections by customer type, 2010-2016. 
Source: September 28, 2018 PG&E data response to CPUC data request in R.18-07-005, Question 23. 
 

                                                      
8 See TURN public comment during Workshop #2. Additionally, PG&E notes in its 2019 Gas Transmission and Storage Rate Case 
testimony that the operational ease of disconnecting the electric commodity plays a clear role in the decision to disconnect – PG&E 
disconnects the electric commodity first because it’s easier than gas: “For 2014-2017, gas disconnections accounted for less than 2 
percent of all disconnections. This is because PG&E disconnects the electric commodity first, for dual commodity customers. PG&E also 
limits the number of gas disconnects, because of the cost associated with the process (truck roll in the field and physical shut-off), as 
well as resource availability.” (PG&E 2019 Gas Transmission and Storage Rate Case, Supplemental Testimony Regarding Service 
Disconnections in Compliance with the Scoping Memo. May 25, 2018, p. 5 lines 22-26.) 
9 Compliance Filing of Pacific Gas & Electric Company, on Behalf of Itself, Southern California Gas Company, San Diego Gas and Electric 
Company, and Southern California Edison Company Regarding Annual Estimates of CARE Eligible Customers and Related Information at 
page 5. February 2017. Available at http://www.cpuc.ca.gov/iqap/. 
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If the objective of this proceeding is to reduce the raw number of disconnections, finding ways to reduce the number of 
disconnections among non-CARE/FERA customers will be imperative. One solution to this challenge could involve 
adjusting the income qualifying threshold for assistance programs like CARE, which rely on Federal Poverty Guidelines, to 
better account for high costs of living (number 2D in the table above).  
 
Regional measures of poverty, which account for housing costs, paint a different picture of poverty levels than the Federal 
Poverty Guidelines. The figure below compares poverty thresholds using three measures: Federal Poverty Guidelines,10 
the Supplemental Poverty Measure for the Bay Area,11 and the California Poverty Measure for Alameda County.12 
Notably, the Federal Poverty Level (“FPL”) is approximately 40% lower than the Supplemental Poverty Measure for 
Alameda County ($25,100 versus $34,916), and 30% lower than the California Poverty Measure ($25,100 versus $32,849).  
 

 
Figure 2. Comparison of Poverty Thresholds for Family of Four 
 
In order to account for the high cost of living in many parts of the state, the qualifying threshold for assistance programs 
should be modified to rely on 200% of the Supplemental Poverty Measure (by Metropolitan Statistical Area or “MSA”) or 
the county-based California Poverty Measure. Alternatively, expanding the CARE qualifying threshold to at least 275% -- 
and ideally 300% -- of FPL would roughly capture the same income group as 200% of the SPM or CPM for Bay Area 
regions. (Income levels at 275% of FPL and at 200% of Bay Area SPM or CPM are all approximately $69,000.)    
 

III. Community-based organizations and electricity providers (including IOUs, CCAs, and municipal utilities) 
should be invited to propose joint pilot programs for reducing disconnections.  

 
Bill assistance programs – either newly adopted programs or existing ones – will only work if customers successfully apply 
for those programs. For vulnerable customers, completing an application for a program like CARE, FERA, or LIHEAP could 
be a daunting task without support. CBOs play a vital role interfacing with communities that are prone to disconnections 
and should be invited to propose pilot programs aimed at helping the communities they know best.   
 
Utilities and CCAs can assist these organizations by providing aggregated data about customer populations to support 
targeted marketing campaigns, assisting with program design for early intervention, providing training for CBO staff on 
existing assistance programs, and facilitating participation in the regulatory process.  
 

                                                      
10 Published January 12, 2018. https://www.federalregister.gov/documents/2018/01/18/2018-00814/annual-update-of-the-hhs-
poverty-guidelines 
11 Supplemental Thresholds by Metro Area: 2017. Average values across renters, homeowners with a mortgage, and homeowners 
without a mortgage. https://www.census.gov/data/tables/2017/demo/supplemental-poverty-measure/poverty-thresholds.html 
12 County average for 2014-2016 for a family of four that rents. https://www.ppic.org/map/california-poverty-by-county-and-
legislative-district/ 
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EBCE recommends that the Commission help facilitate these partnerships by calling for pilot program proposals, and to 
the extent possible, identifying sources of funding for program marketing, education, and outreach activities.  
 
Conclusion 
 
Workshop discussions and presentations have been a very helpful resource as EBCE develops its own internal programs 
aimed at reducing and avoiding disconnections. EBCE appreciates staff’s facilitation of stakeholder engagement during 
workshops and is grateful for the opportunity to provide initial thoughts as we enter the next phase of the proceeding. 
 
Respectfully submitted,  
 
/s/ Samantha Weaver  
Samantha Weaver 
East Bay Community Energy 
1111 Broadway 
Oakland, CA  94607 
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Summary of Findings 
Key findings include: 

 Residential disconnections positively correlate with some demographic and socioeconomic 
factors, including the percent of low-income families, the percent of Latino residents, the 
percent of Black residents, the percent of disabled residents, the percent of renters, the number 
of heating degree days1, and the number of cooling degree days2 at the zip code level. 

 Higher percentages of residents with bachelor’s degrees negatively correlate with residential 
disconnections. In other words, residential disconnections are less likely in communities with 
high percentages of residents with college educations.  

 Renters are particularly vulnerable to gas disconnections and being deemed as uncollectible, 
while customers’ heating needs and cooling needs are positively correlated with the percent of 
accounts that are deemed uncollectible. In other words, customers who require a lot of energy to 
meet their heating and cooling needs are more likely to fall behind on their bills.  

 Zip codes with higher percentages of Black people, low-income families, and renters are more 
likely to have higher rates of customer accounts deemed uncollectible.  

 The factors that influence residential disconnections are different across IOUs’ territories. 

 Which IOU provides utility service also has an impact on residential disconnections.   

 Among all zip codes, 92401 in San Bernardino County was ranked highest in 2018 by electric 
disconnection rate (37%), gas disconnection rate (9.7%), recurring disconnection rate (6%) for 
all residential accounts, uncollectible rate for electric and dual-service accounts (20%), and 
uncollectible rate for gas accounts (15%). 

 

Introduction  
Utility service disconnections disrupt families’ daily activities, pose public health risks, and impair 
social stability and well-being.  In July 2018, California Public Utilities Commission (the 
Commission) opened an Order Instituting Rulemaking (R.18-07-005) pursuant to Senate Bill (SB) 
598 to address residential utility service disconnections across California’s electric and gas investor-
owned utilities (IOUs).  In order to understand the population that has experienced electric and gas 
disconnections, this study evaluates factors that may explain disconnections in the large IOUs’ 
territories in California.  Focusing on the zip code level, this study is a statistical analysis that 
quantifies the relationship between disconnections and socioeconomic, demographic, and weather 
factors in California.  This study also conducts a geographical analysis which ranks the top ten zip 

                                                      
1 The number of heating degree days represent local residents’ heating needs and are computed when daily average 
temperature is less than 65 degrees Fahrenheit. HDD equals to 65(F) minus mean daily temperature. Each day is 
summed to produce an annual total. A higher value of HDD indicates colder weather and higher heating needs for 
families. 
2 The number of cooling degree days represent local residents’ cooling needs and are computed when daily average 
temperature is more than 65 degrees Fahrenheit. CDD equals to mean daily temperature minus 65(F). Each day is 
summed to produce an annual total. A higher value of CDD indicates hotter weather and higher cooling needs for 
families.  
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codes with the highest electric and gas disconnection rates using 2018 data.  The ranking indicates 
the areas that are heavily impacted by residential disconnections.   

The disconnection dataset that is evaluated in this study consists of historical disconnection data 
from 2014 to 2017 which were collected from the four largest IOUs3 and the Census Bureau.  Two 
data requests were sent to the IOUs to request data regarding disconnections in each IOU’s territory 
in January 2019.  The Census Bureau data were downloaded from the American FactFinder 
Download Center4.  Specifically, three indicators are used in this study to measure the magnitude of 
residential disconnections faced by communities: disconnection rates, recurring disconnection rates, 
and percent of residential accounts deemed uncollectible5 due to non-payment.  

The findings of this analysis are expected to enhance an understanding of what demographic and 
socioeconomic factors correlate with residential disconnections in California, which may lead to 
potential solutions that reduce disconnections.  Correlation indicates the degree and direction of a 
relationship between two or more factors.  This study aims to identify what factors are positively, 
negatively, or not correlated with residential disconnections.  A positive correlation signifies that two 
variables move in the same direction – when one variable decreases as the other variable decreases; 
or one variable increases as the other increases.  A negative correlation indicates that two variables 
move in the opposite direction in which one variable increases as the other decreases, and vice versa.  
No correlation suggests no relationship, connection, or interdependence between two variables.  

However, correlation does not mean causality, and therefore this study does not prove any 
socioeconomic or demographic factors cause disconnections.  At a minimum, the statistical results 
identify the populations who may be vulnerable to electric and gas disconnections, recurring 
disconnections, and being written-off as uncollectible.  As quantitative research is limited in the 
ability to probe answers and prove causal relationships, qualitative research has the advantages of 
providing depth and details to a question.  Hence, the reasons why certain populations are found 
positively, negatively, or not correlated with disconnections should be carefully interpreted with 
respect to the information and anecdotes presented in the three disconnection workshops.  In 
addition to the statistical results, the qualitative information can be equally valuable in determining 
the relationship between demographic, socioeconomic variables and residential disconnections.  

In fall 2018, the Commission held three workshops in communities that were highly impacted by 
residential disconnections to help create rules and regulations aimed at reducing the statewide level 
of residential gas and electric service disconnections6.  The information and policy inputs solicited 
from the workshops formed the hypotheses and design of this research.  In attendance were 
representatives from IOUs, community-based organizations (CBOs), public agencies, and other 
stakeholders.  The workshops were also open to the public and invited public comments. In the 
workshops, IOUs introduced their disconnection policies and practices as well as assistance 
programs and tools that are provided to vulnerable customers.  Representatives from CBOs shared 
their experiences in helping low-income customers interact with IOUs to establish payment plans or 

                                                      
3 The IOUs are Pacific Gas and Electric (PG&E), Southern California Edison (SCE), Southern California Gas Company 
(SoCalGas), and San Diego Gas and Electric (SDG&E). Small and multi-jurisdictional utilities will be studied in a later 
phase of the disconnection proceeding.   
4 American FactFinder, https://factfinder.census.gov/faces/nav/jsf/pages/index.xhtml 
5 Although IOUs practices vary, in general, if an arrearage remains unpaid for approximately 180 days from the final bill 
generation, the balance will be written-off and considered as uncollectible by the IOU. 
6 For workshop details see “Workshop Report – Considering New Approaches to Disconnections and Reconnections to 
Improve Energy Access and Contain Costs,” Energy Division, California Public Utilities Commission, April 2019.  
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avoid disconnections.  CBOs also raised several issues and concerns associated with residential 
disconnections. 

The first section of this report presents the results of the geographical analysis which ranks top ten 
zip codes by electric and gas disconnection in 2018.  The report will then discuss the factors 
influencing residential disconnections.  After introducing models and data, the analytical results will 
be presented.  The final section will offer discussion and policy implications. 

Top Ten Zip Codes by Electric and Gas 
Disconnections 
This section provides the top ten zip codes in California, ranked by electric and gas disconnections 
in 2018.  Electric and gas disconnections are differentiated and ranked in separate tables because the 
disconnection practices are distinct in several ways.  Gas disconnections require manual shutoff and 
a field visit by staff, while electricity disconnections are mostly remote shutoffs that are enabled by 
smart meters.  This distinction implies that IOUs face different costs in disconnecting and 
reconnecting a customer’s gas service from electric service.  Second, the cost of electric service is 
usually more expensive than gas service, posing a larger financial burden to low-income customers 
to pay their electric bills.  In addition, based on current IOU practices, when a customer receives 
both electric and gas service under a single account and becomes eligible for disconnection, PG&E 
and SDG&E claimed to disconnect their electric service first and not disconnect their gas service in 
most cases.  The gas service is typically not interrupted because most customers are reconnected for 
their electric service within a short period of time.  The IOUs reported that for customers relying on 
medical devices powered by electricity, gas will be disconnected instead.   

Three indicators of electric and gas disconnections are used to rank top ten zip codes: disconnection 
rates, recurring disconnections, and the percent of accounts that are written-off and deemed 
uncollectible.  While disconnection rate is calculated as the total number of disconnections divided 
by the total number of residential accounts in a zip code in 2018, recurring disconnection rates are 
calculated in two ways: (1) the percent of households who experienced recurring disconnections out 
of the total number of disconnections in 2018, and (2) the percent of households who experienced 
recurring disconnections out of the total number of residential accounts in 2018.  Recurring 
disconnection is defined as a household that experiences two or more electric or gas disconnections 
in a calendar year (i.e., 2018).  The percent of residential accounts that are deemed uncollectible by 
an IOU is calculated as the number of accounts deemed uncollectible divided by the total number of 
residential accounts in a zip code in 2018.  In general, when an arrearage remains unpaid for 
approximately 180 days from the final bill generation, the balance will be written-off and considered 
as uncollectible by the IOU.   

To eliminate outliers, zip codes with less than 50 electric or gas residential accounts are removed 
from the rankings.  For recurring disconnections and uncollectible rates, in addition to the 50-
account criterion, zip codes with less than 30 total electric or gas disconnections are also removed.   

Overall, Table 1 shows that SCE has the highest-ranked zip codes by electric disconnection rate and 
recurring disconnection rate among the three IOUs that provide electric service in California.  For 
electric disconnection rates, the first-ranked zip code that had the highest electric disconnection rate 
in 2018 was 92401 located in San Bernardino County in SCE’s territory – 37% disconnection rate, 
with 582 residential electric accounts in the zip code.  
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For gas disconnection rates (see Table 2), the top ten zip codes all fall into SoCalGas’s territory, as 
PG&E and SDG&E usually disconnect delinquent customers’ electric service first and therefore 
have lower gas disconnection rates.  The first-ranked zip code that had the highest gas disconnection 
rate in 2018 was also 92401 in San Bernardino County – 9.72% disconnection rate, with 494 
residential gas accounts in the zip code.   

 

Table 1 Top Ten Zip Codes by Electric Disconnection Rate in 2018 

 Zip Code IOU territory County 
Disconnection 
rate (%) 

No. of 
accounts 

1 92401 SCE San Bernardino 37.45              582  

2 90038 SCE Los Angeles 27.71              282  

3 93501 SCE Kern 25.21          2,078  

4 92318 SCE San Bernardino 25.07                56  

5 92404 SCE San Bernardino 23.15         18,674  

6 93227 SCE Tulare 22.85              604  

7 92301 SCE San Bernardino 21.86           9,584  

8 95545 PG&E Humboldt 21.62                56  

9 93505 SCE Kern 21.51           4,839  

10 92405 SCE San Bernardino 21.49           9,364  
 

Table 2 Top Ten Zip Codes by Gas Disconnection Rate in 2018 

  Zip Code IOU territory County 
Disconnection 
rate (%) 

No. of 
accounts 

1 92401 SCG San Bernardino 9.72 494 

2 90021 SCG Los Angeles 7.96 339 

3 90017 SCG Los Angeles 6.69 4,697 

4 90008 SCG Los Angeles 6.42 13,985 

5 93212 SCG Kings 6.30 3,984 

6 90061 SCG Los Angeles 6.02 7,021 

7 90037 SCG Los Angeles 5.93 15,489 

8 90003 SCG Los Angeles 5.93 16,847 

9 93501 SCG Kern 5.92 1,401 

10 92281 SCG Imperial 5.92 608 
 

Tables 3-10 show the top ten zip codes for each utility, ranked by recurring disconnection rates in 
2018.  In Table 3, the first-ranked zip code that had the highest percentage of disconnected residential 
accounts that experienced recurring disconnections in SCE’s territory was 92220 – 53% of households 
that experienced disconnections in 2018 received multiple (2 or more) disconnections.  The zip code 
is in Riverside County and had 858 residential accounts and 160 disconnections in total.  In Table 4, 
the first-ranked zip code that had the highest percentage of total residential accounts that experienced 
recurring disconnections in SCE’s territory was 92401 – 6.4% of the total customers experienced 
two or more disconnections in 2018.   

For PG&E, the first-ranked zip code that had the highest percentage of disconnected residential accounts 
that experienced recurring disconnections was 93453 – 41% of households that were disconnected 
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in 2018 received two or more disconnections (Table 5).  The zip code is in San Luis Obispo County 
and had 1,220 residential accounts and 89 disconnections in total.  Table 6 shows that the highest 
percentage of total residential accounts that experienced recurring disconnections was 95363 – 5% of 
total customers experienced two or more disconnections in 2018.  The zip code is located in 
Stanislaus County with 271 residential accounts and 38 disconnections in total. 

SDG&E had the lowest recurring disconnection rate among the three IOUs that provide electric 
service.  In its territory, the first-ranked zip code that had the highest percentage of disconnected 
residential accounts that experienced recurring disconnections was 92007 – 40% of households that 
were disconnected in 2018 received two or more disconnections (Table 7).  The zip code is in San 
Diego County with 5,170 customers and 148 disconnections in total.  Table 8 shows the zip code 
with the highest percentage of total residential accounts that experienced recurring disconnections was 
91905 – 1.5% of total customers experienced two or more disconnections in 2018. 

Among the four IOUs, SoCalGas had the lowest recurring disconnection rates to the total number 
of disconnected residential accounts (Table 9).  The first-ranked zip code was 91745 – 29% of 
households that were disconnected in 2018 received two or more disconnections.  The zip code is in 
Los Angeles County with 14,902 residential gas accounts and 148 gas disconnections in total.  Table 
10 shows the zip code with the highest percentage of total residential accounts that experienced 
recurring gas disconnections was 90017 in Los Angeles County – 1.5% of total customers 
experienced two or more gas disconnections in 2018.  

Table 3 SCE - Percentage of Disconnected Accounts that Experienced Recurring Disconnections 

  Zip Code County 
Recurring 
disconnections (%) 

No. of 
disconnections 

No. of 
accounts 

1 92220 Riverside 53.25 160           858  
2 91342 Los Angeles 46.88 67           452  
3 90742 Orange 45.83 47           628  

4 92358 San Bernardino 45.45 38           411  

5 91746 Los Angeles 43.09 802        6,540  

6 92322 San Bernardino 42.11 63           748  
7 93015 Ventura 40.96 601        4,881  

8 92368 San Bernardino 40.74 43           324  

9 90061 Los Angeles 40.15 479        2,603  

10 91311 Los Angeles 39.73 114        1,130  
 

 

 

 

 

 

 

 

Table 4 SCE - Percentage of Accounts that Experienced Recurring Disconnections 
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  Zip Code County 
Recurring 
disconnections (%) 

No. of 
disconnections 

No. of 
accounts 

1 92401 San Bernardino 6.36 218           582  
2 93227 Tulare 5.46 138           604  

3 90038 Los Angeles 5.33 78           282  

4 93501 Kern 5.15 524        2,078  

5 92404 San Bernardino 4.82 4323      18,674  

6 92220 Riverside 4.78 160           858  

7 92301 San Bernardino 4.57 2095        9,584  

8 90002 Los Angeles 4.52 696        3,251  

9 92410 San Bernardino 4.50 2769      13,098  

10 93505 Kern 4.42 1041        4,839  
 

Table 5 PG&E - Percentage of Disconnected Accounts that Experienced Recurring Disconnections 

  Zip Code County 
Recurring 
disconnections (%) 

No. of 
disconnections 

No. of 
accounts 

1 93453 San Luis Obispo 40.74 89        1,220  
2 95372 Tuolumne 40.00 30           707  
3 93667 Fresno 39.13 67           944  

4 95553 Humboldt 36.84 59           309  
4 93432 San Luis Obispo 36.84 31           702  
6 94542 Alameda 35.63 396        4,542  
7 95113 Santa Clara 35.62 111        1,058  
8 93463 Santa Barbara 34.52 127        3,093  
9 93451 San Luis Obispo 33.80 109        1,492  

10 95527 Trinity 33.33 32           383  
10 95304 San Joaquin 33.33 298        3,701  
10 95245 Calaveras 33.33 46           594  
10 95333 Merced 33.33 64           832  
10 93242 Fresno 33.33 66           960  
10 95690 Sacramento 33.33 37           578  

10 95415 Mendocino 33.33 30           571  

10 95524 Humboldt 33.33 35           679  
 

Table 6 PG&E - Percentage of Accounts that Experienced Recurring Disconnections 

  Zip Code County 
Recurring 
disconnections (%) 

No. of 
disconnections 

No. of 
accounts 

1 95363 Stanislaus 5.16 38           271  

2 95553 Humboldt 4.54 59           309  

3 95939 Glenn 3.53 40           198  

4 95560 Humboldt 3.29 95           638  

5 95428 Mendocino 3.05 160           853  

6 95554 Humboldt 2.95 30           237  

7 93721 Fresno 2.92 185        1,334  

8 95542 Humboldt 2.90 123           897  

9 94621 Alameda 2.83 1243        8,870  

10 95202 San Joaquin 2.79 412        2,585  
 

Table 7 SDG&E - Percentage of Disconnected Accounts that Experienced Recurring Disconnections 
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  Zip Code County 
Recurring 
disconnections (%) 

No. of 
disconnections 

No. of 
accounts 

1 92007 San Diego 40.43 148        5,170  

2 92651 Orange 39.13 38        1,706  

3 92061 San Diego 36.62 117        1,079  

4 91902 San Diego 36.18 361        7,442  

5 92121 San Diego 34.62 43        2,184  

6 92130 San Diego 32.89 471      25,773  

7 92131 San Diego 32.56 276      15,566  

8 92111 San Diego 32.31 464      18,126  

9 91913 San Diego 31.82 862      18,306  

10 92122 San Diego 31.76 648      23,958  
Table 8 SDG&E - Percentage of Accounts that Experienced Recurring Disconnections 

  Zip Code County 
Recurring 
disconnections (%) 

No. of 
disconnections 

No. of 
accounts 

1 91905 San Diego 1.54 64           780  

2 91901 San Diego 1.20 447        7,088  

3 91906 San Diego 0.97 87        1,343  

4 91902 San Diego 0.97 361        7,442  

5 91913 San Diego 0.96 862      18,306  

6 91915 San Diego 0.94 538      11,134  

7 91932 San Diego 0.92 535      10,841  

8 91910 San Diego 0.86 1319      27,713  

9 91916 San Diego 0.83 35           724  

10 91911 San Diego 0.81 1195      25,860  
 

Table 9 SoCalGas - Percentage of Disconnected Accounts that Experienced Recurring Disconnections in 2018 

  Zip Code County 
Recurring 
Disconnections (%) 

No. of 
Disconnections 

No. of 
accounts 

1 91745 Los Angeles 29.05 148      14,902 

2 92835 Orange 26.67 60        7,489 

3 93250 Kern 26.26 99        3,107 

4 90260 Los Angeles 25.90 278        9,616 

5 91377 Ventura 25.64 39        5,259 

6 93454 Santa Barbara 25.50 298      10,387 

7 92886 Orange 24.81 129      16,281 

8 90502 Los Angeles 24.00 50        4,928 

9 91708 San Bernardino 23.81 84        3,463 

10 93455 Santa Barbara 23.73 236      15,077 
 

 

 

 

Table 10 SoCalGas - Percentage of Accounts that Experienced Recurring Disconnections in 2018 
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  Zip Code County 
Recurring 
Disconnections (%) 

No. of 
Disconnections 

No. of 
Accounts 

1 90017 Los Angeles 1.47 314        4,697 

2 90037 Los Angeles 1.20 919      15,489 

3 93245 Kings 1.18 472        9,208 

4 90062 Los Angeles 1.16 479        8,992 

5 90061 Los Angeles 1.13 423        7,021 

6 90008 Los Angeles 1.05 898      13,985 

7 93212 Kings 1.03 251        3,984 

8 92410 San Bernardino 0.98 639      11,562 

9 90043 Los Angeles 0.97 812      15,991 

10 90003 Los Angeles 0.94 999      16,847 
 

Table 11 displays the top ten zip codes for electric or dual-service customers, ranked by the percent 
of accounts that were deemed uncollectible in 2018.  The first-ranked zip code was 94601 in San 
Bernardino County – 19.8% of accounts were deemed uncollectible by SCE last year.  

Table 12 displays the top ten zip codes in SoCalGas’s territory, ranked by the percent of gas 
accounts that were deemed uncollectible in 2018.  Again, 94601 was the first-ranked zip code – 
15.2% of gas accounts were deemed uncollectible by SoCalGas last year.   

Notably, the zip code 92401 in 2018 had the highest electric disconnection rate (37%), the highest 
gas disconnection rate (9.7%), the highest recurring disconnection rate (6%) to all residential 
accounts in 2018, the highest uncollectible rate for electric and dual-service accounts (19.8%), and 
the highest uncollectible rate for gas accounts (15.2%). 

Table 11 Top Ten Zip Codes by Uncollectible Rate for Electric and Dual-Service Accounts 

  Zip Code 
IOU 
territory County 

Accounts Deemed 
Uncollectible (%) 

No. of 
Disconnections 

No. of 
Accounts 

1 92401 SCE San Bernardino 19.76 218              582 

2 95363 PG&E Stanislaus 18.07 38              271 

3 93501 SCE Kern 9.91 524            2,078 

4 93505 SCE Kern 8.20 1041            4,839 

5 95240 PG&E San Joaquin 7.87 110            2,123 

6 92311 SCE San Bernardino 7.77 2197          11,572 

7 92501 SCE Riverside 7.24 76               483 

8 92543 SCE Riverside 7.11 2001           12,568 

9 92301 SCE San Bernardino 7.04 2095            9,584 

10 92404 SCE San Bernardino 6.85 4323           18,674 
 

 

 

 

 

Table 12 Top Ten Zip Codes by Uncollectible Rate in SoCalGas’s Territory in 2018 
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  Zip Code County 
Accounts Deemed 
Uncollectible (%) 

No. of 
Disconnections 

No. of 
Accounts 

1 92401 San Bernardino 15.18 48           494 

2 93501 Kern 9.92 83        1,401 

3 93505 Kern 7.44 110        3,147 

4 92252 San Bernardino 7.18 52        1,713 

5 92410 San Bernardino 6.35 639      11,562 

6 92543 Riverside 6.24 329      11,066 

7 92277 San Bernardino 6.23 193        5,124 

8 92405 San Bernardino 5.93 339        8,533 

9 93212 Kings 5.65 251        3,984 

10 92404 San Bernardino 5.55 623      15,910 
 

Factors Influencing Residential Disconnections 
Drawing on the information presented in the three workshops, this study identifies factors that may 
influence residential disconnections and categorized them into demographic, socioeconomic, weather, and 
IOU-specific characteristics.  

Demographic characteristics 

Families with young children, people 65 years old and older, and people with disabilities are 
vulnerable to power disruptions and should be provided protection against residential 
disconnections.  In the workshops, representatives from CBOs such as Fathers and Families of San 
Joaquin and Poverello House stated that low-income families with kids especially have a hard time 
paying their utility bills.  Families at risk frequently choose between feeding children and paying 
utility bills.  In hot areas, children are home during the summer months and use energy to stay cool.  
When no electricity is available at home, children may live in an unsafe environment and may have 
impaired health.  In some cases, children could be taken away by social service agencies due to 
disconnection in utility service and no appropriate shelter provided.  

In the workshops, CBO representatives shared existing policies in other states that protect older 
people from disconnections.  Currently, the four IOUs in California also have policies in place that 
provide greater protection to customers who are seriously ill, disabled, and elderly.  For example, 
IOUs reported to conduct in-person visits to vulnerable customers before shutting off utility service.  
To ensure and extend protection to vulnerable customers, the Commission issued Decision (D.) 18-
12-013, which ordered that residential customers shall not be disconnected for nonpayment if they 
qualify for medical baseline and/or are above 65 years old, as long as the customer agrees to a 
payment plan.  Taken all together, staff hypothesizes that the percent of children, the percent of the 
elderly, and the percent of the disabled at the zip code level are positively correlated with utility 
service disconnections.  In other words, holding all else equal, zip codes with more children, elderly 
residents, and/or disabled residents are more likely to experience higher disconnection rates, 
recurring disconnections, and higher uncollectibles rates.  

CBO representatives suggested that community culture and demographics should be taken into 
account when designing policies and programs aimed at alleviating disconnections.  For example, 
non-English speaking customers often have a hard time understanding utility bills and interacting 
with IOUs about an impending disconnection.  Immigrant families with limited English ability may 
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feel powerless to call IOUs themselves to manage bills or disconnection.  CBOs suggested that 
multilingual programs and customer service representatives who speak foreign languages should be 
provided by IOUs to serve limited English-speaking customers.  CBOs also pointed out that 
economically disadvantaged communities, such as Fresno and Stockton, merit additional protections 
to ensure energy stability, as do marginalized communities of color, such as Black and Latino 
communities. Therefore, staff hypothesizes that the percent of Latino residents and the percent of 
Black residents are positively correlated with a community’s rate of utility service disconnections.  In 
other words, zip codes with higher Black and Latino populations are likely to have higher electric 
and gas disconnection rates, recurring disconnection rates, and uncollectible rates, holding all else 
equal.   

Low-income families spend a higher share of their income on energy bills when compared to higher-
income households7.  In other words, low-income households experience higher energy burdens and 
are at greater risk for residential disconnections.  Existing income-based assistance programs are 
available to help low-income families manage energy costs and payments; for example, California 
Alternate Rates for Energy (CARE) is a statewide assistance program that offers a 30-35% discount 
on electric bills and a 20% discount on gas bills to eligible customers served by privately-owned 
utilities.  Customers whose total household income is at or below 200% of Federal Poverty 
Guidelines are eligible for CARE enrollment.  Therefore, staff hypothesizes that the percent of 
families living below 200% of Federal Poverty Guidelines is positively correlated with residential 
disconnections.  Namely, as the percent of families that are eligible for CARE increases in a zip 
code, disconnection rates, recurring disconnections, and uncollectible rates for the zip code also 
increase.  

Socioeconomic characteristics 

Local socioeconomic characteristics can also influence residential disconnections.  For example, 
families living in neighborhoods with high unemployment rates might have difficulty in finding jobs 
and paying their utility bills.  In the workshops, staff also heard anecdotes that when a family 
member suddenly lost his/her job, the unexpected financial hardship could lead to utility service 
disconnection for the family.     

The percent of renters in a zip code might also positively correlate with local residential 
disconnections.  Without home ownership, renters might be economically disadvantaged to 
homeowners and tend to relocate more frequently.  When a household moves to a new place, the 
IOU may request the customer establish a new account with a deposit which could pose a challenge 
to low-income families.  Additionally, many personal experiences were shared during the workshops 
that described families at risk that had a hard time managing energy bills were usually renters.  

Weather characteristics 

Local weather influences a household’s energy behavior and energy usage.  In summer months, 
families who live in hot areas tend to use more air conditioning for indoor comfort.  In winters, 
heating is required to keep families warm in cold areas.  During extreme weather events, a 
household’s energy usage may spike and lead to unexpectedly high energy bills that the household 
cannot afford to pay.   

                                                      
7 See report: “Lifting the High Energy Burden in American’s Largest Cities: How Energy Efficiency Can Improve Low 
Income and Underserved Communities,” Ariel Drehobal and Lauren Ross, American Council for an Energy-Efficient 
Economy, April 2016, https://aceee.org/research-report/u1602. 

                         224 / 262



R.18-07-005  ALJ/GK1/eg3 

Residential Utility Service Disconnections – May 2019 13 

Local weather also determines the baseline of electricity use of the average residential customer in an 
area.  A baseline is a basic amount of power in kilowatt hours (kWh) that is a reasonable amount of 
energy for the average residential ratepayer, depending on the climate in a geographical area where 
the customer lives (e.g. by the coast, in the mountains, or in the Central Valley)8.  Baseline is set 
between 50-70% of average household consumption within a given climate zone and charged at a 
lower residential base rate set by the IOU.  

The Commission also provides protection against disconnections during extreme weather events.  In 
D. 18-12-013, it ordered that residential customers shall not be disconnected when temperatures 
above 100 degrees or below 32 degrees are forecasted based on a 72-hour look-ahead period.   

IOU-specific characteristics 

IOUs’ policies and practices on billing, disconnection, and low-income assistance programs have 
direct impact on residential disconnections.  Although four IOUs all reported to provide tools and 
services to help customers avoid disconnections9, their practices may vary greatly.  For example, 
customer service representatives at different IOUs may receive different training and guidelines 
about helping customers who are eligible for disconnections.  IOUs also have their own methods to 
determine customers’ credit risk for service establishment, re-establishment, and the length of 
payment plans offered to a customer.  Corporate culture, management attitude, and other 
“unobserved”10 characteristics of an IOU might also affect the level of disconnections in its 
territory. 

In addition, IOUs set their own residential utility rates in separate general rate cases.  As customers 
in different IOUs’ territories face different electric and gas rates, their disconnection rates may be 
affected by those differences as well.   

Description of the Models and Data 
The purpose of the analyses is to determine which demographic characteristics, socioeconomic 
characteristics, weather conditions, and IOU designation explain differences in residential 
disconnections across zip codes in the four IOUs’ territories in California.  This study uses linear 
regression models and robust standard errors to quantify the relationships between the predictor 
variables and three outcomes variables – disconnection rates, recurring disconnections, and the 
percent of accounts that are deemed uncollectible.  Each regression model is an equation that 
predicts the outcome variable by estimating each predictor variable’s individual effect on the 
outcome variable.  The 2014-2017 data were collected from the IOUs and the Census Bureau by 
Energy Division Staff (see variable sources and descriptive statistics in the Appendices).  The dataset 
offers a strongly balanced panel dataset which combines four years’ worth of zip-code-year 

                                                      
8 “What is baseline?” California Public Utilities Commission, http://www.cpuc.ca.gov/general.aspx?id=12186. 
9 For example, all IOUs provide customer interface tools for bill management, send alerts and notifications to customers 
who are delinquent, and offer payment arrangements.  More details about IOUs’ policies and practices, see “Workshop 
Report – Considering New Approaches to Disconnections and Reconnections to Improve Energy Access and Contain 
Costs,” Energy Division, California Public Utilities Commission, April 2019.  
10 An unobserved variable is a variable that is not recorded in the data but have an impact on real world events. For 
example, the dataset of this report signifies which IOU provides utility service to a zip code, but the corporate culture 
and staff training of that IOU is unseen or unobservable in the dataset – both are considered as important factors that 
may influence an IOU’s disconnection rate.   
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observations into a single sample.11  To probe the impact of IOU designation on disconnections, 
liner random-effects models were employed with the benefits of controlling time-invariant variables 
that indicate the IOU territory in which a zip code is located.   

The first multivariate model is specified in Equation 1 as: 

Eq. 1: disconnection	rate   =  α β DEM 	β SOCIO 	β 	β  

where disconnection	rate  is the number of electric or gas disconnections divided by the 
number of total residential accounts in zip code	j in year t.  Electric and gas disconnections are 
analyzed in separated models because the disconnection practices are different as describe earlier on 
p.5.  DEM  is a matrix of demographic characteristics in zip code j in year t which includes 
population size, the percent of children under 5 years old, the percent of 65 years old or older, the 
percent of disabled residents, the percent of Latino residents, the percent of Black residents, and the 
percent of households with limited English-speaking ability.  SOCIO  represents socioeconomic 
characteristics of a zip code, including the percent of families living below Federal Poverty 
Guidelines 200%, unemployment rate, the percent of population with a bachelor’s degree or higher, 
and the percent of renter-occupied in occupied housing units. The income measurement is set at the 
income upper limit for a household to enroll in CARE, which is 200% of Federal Poverty 
Guidelines. WEA  are weather measurements for cooling degree days and heating degree days, 
respectively indicating the energy need for air conditioning and heating in zip code	j in year t.  IOU  

are binary variables, indicating the utility that serves zip code j,	which do not change over time.  

In Equation 2, the outcome variable is recurring	disconnections , which is the percent of 
disconnected residential accounts that experienced two or more disconnections in zip code j in year 
t.		In Equation 3, the outcome variable is uncollectible	rate , calculated as the total number of 
customer accounts deemed uncollectible divided by the total residential accounts in zip code	j in a 
given year t. 

 

Eq. 2: recurring	disconnections	%   =   α β DEM 	β SOCIO 	β 	β  

 

Eq. 3: uncollectible	rate   =  α β DEM 	β SOCIO 	β 	β  

 

Customers who receive multiple disconnections are particularly vulnerable to power disruptions and 
greatly impacted by utility service instability in their daily lives.  In Equation 2, recurring 
disconnection is defined as a household experiencing two or more electric or gas disconnections in a 
calendar year.  However, recurring disconnections across two calendar years are not captured by the 

                                                      
11 A panel dataset contains observations of multiple phenomena obtained over multiple time periods for the same 
individuals or subjects.  In this study, a zip code was measured annually for four years (2014-2017) for its multi-
dimensional characteristics, including demographics, socioeconomics, weather, and disconnection rates.  Panel data have 
several advantages, compared to single-time-point data, for its larger number of observations, greater capacity for 
controlling unobserved variables, and more accurate predictions.   
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observations.  For example, if a customer was disconnected in September 2016 and disconnected 
again in February 2017, the recurring event would not be observed in the dataset.   

Equation 3 measures the percent of residential accounts that were deemed uncollectible.  Customers 
who are delinquent and eventually deemed as uncollectible might be a sub-population with the least 
resources to manage their energy payments.   

Zip codes that have less than 50 electric or gas residential accounts are excluded from the sample.  
Some less populous zip codes have extreme values, and removing the outliers from the analyses 
increases the goodness of fit (R-squared) of the regression models.  

However, this analysis is not without limitations.  Although multicollinearity diagnostic measures 
find no multicollinearity concerns in all the models12, some demographic and socioeconomic 
predictor variables are correlated.  Theoretically, predictor variables should be independent to and 
not correlated with each other in regression models – but that is a phenomenon that rarely exists in 
the real world.  When two or more predictor variables in a regression are highly related to one 
another, multicollinearity issues are present and can result in incorrect coefficients estimates.  In 
other words, predictor variables do not provide unique and/or independent information to the 
regression and tend to lose accuracy in the estimate of individual effects on the outcome variable.  
Multicollinearity can even sometimes result in changes of sign of coefficients estimates.  While the 
coefficient estimates may be less reliable due to multicollinearity, the model as a whole does not 
reduce the predictive power or reliability (known as R-squared).  In this study, for example, 
unemployment rate is negatively correlated with education, meaning that areas with higher 
unemployment rates have a lower share of bachelor’s degree holders.  Another example is that the 
percent of Latino residents is positively correlated with the percent of children and limited English-
speaking households, and negatively correlated with the percent of the elderly.  The correlations 
between the predictor variables might lead to biased coefficient estimates, and the readers should be 
careful in interpreting the model results.  

By design, the statistical models exclude some demographic and socioeconomic variables to avoid 
multicollinearity issues.  For example, the models do not include other races (e.g., Asian or White) as 
predictors to minimize potential multicollinearity issues.  The percent of Latinos, Black, Asian, and 
White people in a zip code are correlated, so including all races in a regression model is likely to 
produce estimates that are less robust.    

Results 
Based on Equation 1, Table 13 presents the results of linear random-effects modeling the factors 
that influence disconnection rates for electric service, while Table 14 presents the results for factors 
that explain disconnections rates for gas service.  In both models (Model 1 and 2), the first column 
displays the modeling result for all zip codes in the three IOUs’ territories, while the following 
columns display results for zip codes in individual IOUs’ territories.   

Model 1-1 finds that, as expected, the percent of disabled, the percent of Latinos, the percent of 
Black people, the percent of families living below Federal Poverty Guidelines 200%, and heating 

                                                      
12 The mean variance inflation factors (VIF) range from 1.9 to 3.2 for all models. In most cases, when VIF is below 10, it 
has no multicollinearity concerns.  

                         227 / 262



R.18-07-005  ALJ/GK1/eg3 

Residential Utility Service Disconnections – May 2019 16 

degree days are positively correlated with electric disconnection rates.  The result suggested that zip 
code disconnection rates tend to be higher in communities with:  

 a higher percentage of disabled population  

 a higher percentage of Latino population  

 a higher percentage of Black population  

 a higher percentage of families living below 200% of the Federal Poverty Guidelines  

 households with higher heating needs  

The percent of bachelor’s degree holders are found negatively correlated with electric disconnection 
rates.  However, unexpectedly, the percent of residents who are 65 years old or older are found 
negatively correlated with electric disconnection rates.  The result may be because the percent of 
older people is negatively correlated with the percent of families living below 200% of the Federal 
Poverty Guidelines, suggesting that the elderly population is in a higher income bracket and better 
able to pay their energy bills.   

The percent of limited English-speaking households is also found negatively correlated with electric 
disconnection rates.  This unexpected result may be due to multicollinearity as the percent of 
Latinos is positively correlated with the percent of limited English-speaking households.  In other 
words, the authors suspect that the sign of the coefficient estimate of the limited English-speaking 
households variable was incorrectly estimated by the models.  While the model results suggest a 
negative correlation between the percent of limited English-speaking households and disconnection 
rates, based on the information presented in the workshops, the authors have reasons to believe that 
the real correlation could be positive – zip codes with a higher percentage of limited English-
speaking households would have a higher percentage of disconnection rate.      

In Model 1-1 that contains all zip codes in three IOUs’ territories, the IOU variables are found 
statistically significant to electric residential disconnections – by locating in SCE’s territory, a zip 
code has a 1.65% increase in electric disconnection rate, while a zip code in SDG&E’s territory has a 
2.9% decrease in electric disconnection rate, holding all else equal.  Population size, the percent of 
children, the percent of renters, and cooling degree days are not found statistically significant to 
electric disconnection rates.  

In the IOU-specific models, the percent of elderly is found negatively correlated with electric 
disconnection rates in PG&E’s territory (Model 1-2) and in SCE’s territory (Model 1-4) but not 
found statistically significant in SDG&E’s territory.  The percent of disabled is found positively 
correlated with electric disconnection rates in PG&E’s territory, while not statistically significant in 
SDG&E’s and SCE’s territories.  The percent of Latinos is found to be a positive predictor of 
electric disconnection rates for PG&E and SCE, while the percent of Black residents is found to be 
positively correlated to electric disconnection rates in all three IOUs’ territories.  The percent of 
limited English-speaking households is found negatively correlated with electric disconnection rates 
in SDG&E’s territory, while not found influential in other two IOUs’ models.  The percent of 
families living below 200% of the Federal Poverty Guidelines is found positively correlated with 
electric disconnection rates only in SCE’s model, while the percent of bachelor’s degrees is found to 
have an inverse relationship to electric disconnection rates in all individual IOU models.  Zip codes 
with higher heating degree days and cooling degree days in PG&E’s and SCE’s territories are found 
to have higher electric disconnection rates.  The result of positively correlated cooling degree days 
with electric disconnection rates appears to be inconsistent with the result of Model 1-1, where 
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cooling degree days are found not statistically significant to electric disconnection rates.  One 
possible explanation might be that which IOU provides service is a more prevailing predictor to 
electric disconnections than local weather conditions.  When IOU variables are considered, cooling 
degree days – unlike the results of Model 1-2 and Model 1-4 where IOU variables are not included – 
became insignificant in Model 1-1.   

In Model 2 (Table 14), the variable of cooling degree days is excluded from the analyses as gas is 
usually not used for air conditioning in California.  In Model 2-1, for all zip codes in three IOUs’ 
territories, the percent of Latinos, the percent of Black residents, the percent of families living below 
Federal Poverty Guidelines 200%, the percent of renters, and heating degree days are found 
positively correlated with gas disconnections.  Like electric disconnections, the percent of limited 
English-speaking households is found negatively correlated to gas disconnection rates due to 
possible multicollinearity issues.  Zip codes in SoCalGas’s territory have a 1.84% increase in gas 
disconnection rates, compared to zip codes outside of SoCalGas’s territory.  In contrast, zip codes in 
SDG&E’s territory have a 0.15% decrease in gas disconnection rates, holding all else equal.   

For the IOU-specific models, the percent of disabled people is found negatively correlated with 
residential disconnections in PG&E’s zip codes (Model 2-2).  One possible explanation can be that 
disabled customers might get their electric service disconnected and keep gas service running due to 
their medical conditions.  The percent of Black residents in a zip code is also found an inverse 
predictor of gas disconnection rates for PG&E’s customers.  As expected, the percent of families 
living below Federal Poverty Guidelines 200% and a higher number of heating degree days are both 
found positively correlated with gas disconnection rates.  Zip codes with a higher percent of 
bachelor’s degree holders are found to have lower gas disconnection rates. 

For SDG&E (Model 2-3), the result shows a negative correlation between the percent of elderly 
people and gas disconnection rates.  The percent of renters and the number of heating degree days 
are found positively correlated with gas disconnection rates.  For SoCalGas (Model 2-4), zip codes 
that have a higher percentage of Black residents, the percentage of families living below Federal 
Poverty Guidelines 200%, and the percentage of renter-occupied housing units are found to have 
higher gas disconnection rates.  The percent of limited English-speaking households is found 
negatively correlated with gas disconnection rates.  
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Table 13 Results for Electric Disconnection Rates 

  Model 1-1 Model 1-2 Model 1-3 Model 1-4 

 All Elec IOUs PG&E SDG&E SCE 

Population -0.00000341 -0.00000183 -0.000013 -0.00000637

  (0.00000414) (0.00000479) (0.00000922) (0.00000808)

Children under 5 years (%) 0.00743 0.0164 0.0931 -0.0793

  (0.02920) (0.0300) (0.0713) (0.0619)

Elderly 65 years old or older (%) -0.0441*** -0.0374*** 0.0199 -0.0926***

  (0.00853) (0.00941) (0.01610) (0.01910)

Disability (%) 0.0291** 0.0369** 0.027 0.00971

  (0.0142) (0.0148) (0.0296) (0.0338)

Latino (%) 0.0390*** 0.0280*** 0.0137 0.0468***

  (0.00650) (0.00810) (0.00902) (0.01050)

Black (%) 0.110*** 0.107*** 0.0483* 0.0815***

  (0.0121) (0.0210) (0.0257) (0.0156)
Limited English-speaking 
households (%) -0.0316** 0.00189 0.0309 -0.0859***

  (0.0127) (0.0153) (0.0195) (0.0225)
Families living below Federal 
Poverty Guidelines 200% (%) 0.0199** 0.0141 -0.00558 0.0285** 

  (0.00788) (0.00951) (0.01370) (0.01170)

Unemployment (%) -0.00179 -0.00401 0.0237 0.0178

  (0.01130) (0.01300) (0.02400) (0.01770)

Bachelor’s degree (%) -0.0454*** -0.0359*** -0.0301* -0.0777***

  (0.00633) (0.00698) (0.01580) (0.01270)
Housing units occupied by renters 
(%) -0.0021 0.00105 -0.00842 0.00795

  (0.00528) (0.00632) (0.00805) (0.00944)

Heating degree days 0.000202*** 0.000405* -0.000368 0.00142***

  (0.000064) (0.000224) (0.000763) (0.000321)

Cooling degree days 0.0000733 0.000292*** -0.000363 0.000614***

  (0.000170) (0.000067) (0.000434) (0.000232)

SCE 1.649***      

  (0.215)      

SDG&E -2.904***      

  (0.209)      

Constant 5.050*** 4.301*** 3.491 4.788***

 (0.613) (0.674) (2.296) (1.401)

N 5398 3190 449 1759

R-sq 0.5438 0.4190 0.4156  0.6294   
Standard errors in parentheses * p<0.10, ** p<0.05, *** p<0.01. When a p value is less than 0.10, * sign is present and 
indicates a statistically significant correlation between the predictor variable and the outcome variable.  
Years are set as binary variables and controlled in the model, but the year results are not displayed in the table.    
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Table 14 Results for Gas Disconnection Rates 

 Model 2-1 Model 2-2 Model 2-3 Model 2-4 

 All Gas IOUs PG&E SDG&E SoCalGas 

Population 0.000000264 0.00000019 -0.00000637 -0.000004

  (0.0000016) (0.0000025) (0.0000068) (0.0000037)

Children under 5 years (%) 0.00392 -0.00522 -0.0154 -0.0202

  (0.0187) (0.0180) (0.0524) (0.0513)

Elderly 65 years old or older (%) -0.00502 -0.00465 -0.0569** 0.00085

  (0.0044) (0.0048) (0.0241) (0.0128)

Disability (%) -0.00239 -0.0200** 0.0812 -0.0102

  (0.0093) (0.01) (0.0528) (0.0331)
Latino (%) 0.00900*** 0.00863** -0.0177 0.00263

  (0.0025) (0.0037) (0.0136) (0.0144)

Black (%) 0.0368*** -0.0132*** -0.0117 0.0371*** 

  (0.0052) (0.0047) (0.0774) (0.0073)
Limited English-speaking 
households (%) -0.0188*** -0.00394 0.0235 -0.0457*** 

  (0.0045) (0.0070) (0.0480) (0.0100)
Families living below Federal 
Poverty Guidelines 200% (%) 0.0116*** 0.00911*** -0.000377 0.0309*** 

  (0.0034) (0.0032) (0.0223) (0.0114)

Unemployment (%) 0.00288 0.00585 -0.0313 -0.0189

  (0.0054) (0.0049) (0.0310) (0.0229)

Bachelor’s degree (%) -0.00572** -0.00714*** -0.0175 -0.0272

  (0.0025) (0.0027) (0.0118) (0.0182)
Housing units occupied by 
renters (%) 0.00959*** -0.00117 0.0182*** 0.0214*** 

  (0.00217) (0.00243) (0.00575) (0.00515)

Heating degree days 0.000222*** 0.0000852** 0.00281*** 0.00016

  (0.000033) (0.000037) (0.000918) (0.000112)

SoCalGas 1.841***                     

  -0.062                     

SDG&E -0.154*                     

  -0.0844                     

Constant -1.322*** 0.221 0 1.135 

 -0.295 -0.282 (.) -1.618 

N 4451 2435 67 2307

R-sq  0.6141 0.1888 0.5631 0.3998   
Standard errors in parentheses * p<0.10, ** p<0.05, *** p<0.01. When a p value is less than 0.10, * sign is present 
and indicates a statistically significant correlation between the predictor variable and the outcome variable.  

        Years are set as binary variables and controlled in the model, but the year results are not displayed in the table.    
 

Table 15 displays the correlation between recurring disconnections and demographic, 
socioeconomic characteristics evaluated at the zip code level, based on Equation 2. In Model 3, only 
IOU-specific models are presented, as recurring disconnections are tracked at the account level by 
each IOU and pose challenges to be aggregated to the zip code level.  In PG&E’s territory (Model 3-
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1), zip codes that have smaller population size, fewer bachelor graduates, and lower cooling degree 
days are found to have higher percent of disconnected customers that experienced recurring 
disconnections.  In Model 3-2 of SDG&E’s territory, the percent of Latinos positively correlates 
with the percent of recurring disconnections, while the percent of renters is found to have a negative 
correlation.  For SCE (Model 3-3), population size, the percent of Latinos, the percent of Black 
people, heating degree days, and cooling degree days are found positively correlated with recurring 
disconnections.  The percent of the older people and limited English-speaking households are found 
negatively correlated with recurring disconnections.  For SoCalGas (Model 3-4), population size, the 
percent of Black residents are found positively correlated with recurring disconnections, while the 
percent of limited English-speaking households, the percent of bachelor’s degree holders, and 
heating degree days are found negatively correlated with recurring disconnection rates. 

Table 15 Results for Recurring Disconnections 

  Model 3-1 Model 3-2 Model 3-3 Model 3-4 
 PG&E SDG&E SCE SoCalGas 
Population -0.0000420*** 0.0000475 0.000800*** 0.0000394*** 
  (0.000016) (0.000031) (0.000055) (0.000009)
Children under 5 years (%) -0.0419 0.383 -0.249 0.0814
  -0.121 -0.328 -0.362 -0.143
Elderly 65 years old or older (%) 0.000337 -0.111 -0.337*** -0.0384
  (0.0467) (0.173) (0.116) (0.0479)
Disability (%) -0.0879 0.305 0.305 -0.0254
  (0.059) (0.310) (0.258) (0.097)
Latino (%) 0.0226 0.141* 0.292*** 0.0055
  (0.025) (0.077) (0.058) (0.015)
Black (%) -0.0687 0.0287 0.228** 0.0783*** 
  (0.051) (0.118) (0.096) (0.014)
Limited English-speaking households 
(%) 0.002 0.104 -0.668*** -0.0707**  
  (0.054) (0.272) (0.143) (0.0296)
Families living below Federal Poverty 
Guidelines 200% (%) -0.00241 -0.153 -0.0613 -0.037
  (0.037) (0.097) (0.101) (0.029)
Unemployment (%) 0.00191 0.145 0.22 -0.0804
  (0.060) (0.217) (0.195) (0.061)
Bachelor’s degree (%) -0.0694*** 0.119 -0.0812 -0.0888*** 
  (0.026) (0.099) (0.087) (0.024)
Housing units occupied by renters (%) 0.0099 -0.0959** 0.00278 0.00993
  (0.0239) (0.0421) (0.0506) (0.0155)
Heating degree days -0.000369 -0.000739 0.00297*** -0.00111*** 
  (0.000278) (0.001640) (0.001140) (0.000267)
Cooling degree days -0.00563*** -0.00199 0.00603**                 
 (0.000657) (0.002940) (0.002350)   
Constant 31.58*** 17.26 -16.21 14.32*** 
 (2.60) (11.44) (9.90) (2.18)
N 3362 449 1845 2324
R-sq 0.0714  0.4376  0.3964     0.0947

            Standard errors in parentheses * p<0.10, ** p<0.05, *** p<0.01. When a p value is less than 0.10, * sign is 
present and indicates a statistically significant correlation between the predictor variable and the outcome 
variable.  

            Years are set as binary variables and controlled in the model, but the year results are not displayed in the table.    
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Based on Equation 3, Table 16 presents the modeling results for factors that predict the percent of 
residential accounts that are deemed uncollectible by an IOU.  In the aggregated model that consists 
of all zip codes in the three IOUs that provide electric service (Model 4-1), the predictor variables 
that are found positively correlated with uncollectible rates are the percent of Black residents, the 
percent of families living below Federal Poverty Guidelines 200%, the percent of renters, cooling 
degree days, and heating degree days.  The percent of limited English-speaking households and the 
percent of bachelor’s degree holders are found negatively correlated to the percent of accounts that 
are uncollectible.  Zip codes in SoCalGas’s territory are excluded from the aggregated model because 
it is a gas utility company, and to combine SoCalGas’s uncollectible gas accounts with other three 
IOUs’ electric or dual-service accounts would be problematic.   

In the model of three IOUs (Model 4-1), the IOU that serves a zip code is also found statistically 
significant to uncollectible rates – SCE’s zip codes have 1.26% more accounts that are deemed 
uncollectible compared to zip codes outside of SoCalGas’s territory, holding all else equal.  Zip 
codes in SDG&E’s territory also found to have 1.76% more uncollectible accounts, holding all 
constant.  

For PG&E (Model 4-2), the percent of the disabled, the percent of Black residents, the percent of 
family living below Federal Poverty Guidelines 200%, the percent of renters, heating degree days, 
and cooling degree days are found positively correlated with the percent of accounts deemed 
uncollectible.  The percent of the elderly, the percent of limited English-speaking households, and 
the percent of bachelor’s degree holders are found negatively correlated.  For SDG&E (Model 4-3), 
the percent of housing units occupied by renters is found positively correlated with uncollectible 
rates, while the percent of bachelor’s degree holders are found negatively correlated.   In SCE’s 
territory (Model 4-4), zip codes that have higher percent of families living below Federal Poverty 
Guidelines 200% and/or the percent of renters are found to have higher rates of customers deemed 
uncollectible.  Zip codes with higher heating degree days and cooling degree days are also found to 
have higher uncollectible rates.  The percent of the elderly, Latinos, limited English-speaking 
households, and bachelor’s degree holders are found negatively correlated.  For SoCalGas (Model 4-
5), the result shows that the percent of children, the percent of Black people, the percent of families 
living below Federal Poverty Guidelines 200%, unemployment rate, and the percent of renters are 
positively correlated with the percent of customers deemed uncollectible.  Higher heating degree 
days and cooling degree days are also found to increase uncollectible rates.  The percent of Latinos, 
limited English-speaking households, and the percent of bachelor’s degree holders are found 
negatively correlated with the percent of customers deemed uncollectible.  
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Table 16 Results for the Percent of Residential Accounts Uncollectible  

  Model 4-1 Model 4-2 Model 4-3 Model 4-4 Model 4-5 
 3 IOUs PG&E SDG&E SCE SoCalGas 

Population -0.000000522 -0.00000151 0.00000599 -0.00000125 -0.00000381 

  (0.00000184) (0.00000141) (0.00000440) (0.00000343) (0.00000257)

Children under 5 years (%) -0.00447 -0.00709 0.0539 -0.00263 0.0835** 

  (0.0205) (0.0082) (0.0379) (0.0695) (0.0342)

Elderly 65 years old or older (%) -0.00784 -0.00696** 0.0175 -0.0246* -0.00449 

  (0.0049) (0.0028) (0.0127) (0.0147) (0.0102)

Disability (%) 0.00604 0.00889** 0.000241 0.0306 0.0221

  (0.0078) (0.0037) (0.0151) (0.0314) (0.0260)

Latino (%) -0.00358 0.00117 0.00715 -0.0143*** -0.0104** 

  (0.0025) (0.0019) (0.0063) (0.0049) (0.0044)

Black (%) 0.0201** 0.0156*** 0.0224 0.00683 0.0253*** 

  (0.0083) (0.0046) (0.0188) (0.0095) (0.0074)
Limited English-speaking 
households (%) -0.0209*** -0.00718* -0.00383 -0.0630*** -0.0425*** 

  (0.0068) (0.0043) (0.0149) (0.0117) (0.0091)

Families living below Federal 
Poverty Guidelines 200% (%) 0.0236*** 0.00654*** -0.00313 0.0655*** 0.0442*** 

  (0.0048) (0.0019) (0.0075) (0.0125) (0.0075)

Unemployment (%) 0.00119 0.00349 0.00309 0.00625 0.0460**  

  (0.0065) (0.0035) (0.0136) (0.0162) (0.0183)

Bachelor’s degree (%) -0.0101*** -0.00789*** -0.0178*** -0.00986 -0.0151** 

  (0.0028) (0.0016) (0.0068) (0.0085) (0.0062)
Housing units occupied by renters 
(%) 0.0110*** 0.00417** 0.0217*** 0.0238*** 0.0157*** 

  -0.00269 -0.00187 -0.00769 -0.00535 -0.00414

Heating degree days 0.000169*** 0.0000550** -0.0000683 0.0000769 0.000156**  

  (0.0000367) (0.0000248) (0.0002110) (0.0000887) (0.0000685)
Cooling degree days 0.000410*** 0.000340*** 0.000376 0.000341*** 0.000206*** 

  (0.00006) (0.000052) (0.000344) (0.00012) (0.000061)
SCE 1.261***         

  (0.094)         

SDG&E 1.756***         

  (0.1)         

Constant -0.677* 0.25 0.391 -0.0503 -0.285 

  (0.407) (0.195) (1.087) (1.053) (0.606)
N 2503 2831 445 879 2331
R-sq  0.5080 0.2837 0.5688 0.5367 0.6120   

Standard errors in parentheses * p<0.10, ** p<0.05, *** p<0.01. When a p value is less than 0.10, * sign is present and 
indicates a statistically significant correlation between the predictor variable and the outcome variable.  
Years are set as binary variables and controlled in the model, but the year results are not displayed in the table 
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Discussion 
While the results do not indicate causality, this study provides evidence that residential 
disconnections are positively correlated with several demographic and socioeconomic factors, 
including the percent of low-income families, the percent of Latinos, the percent of Black people, 
the percent of people with disabilities, and the percent of renters, heating degree days, and cooling 
degree days at the zip code level.  In contrast, education is a strong inverse predictor of 
disconnections, as the percent of bachelor’s degree holders are found negatively correlated with all 
three outcome variables in most modeling results.  The results are expected and consistent with 
staff’s hypotheses.  

Renters are particularly vulnerable to gas disconnections and written-offs, as Model 2 and Model 4 
suggest.  Zip codes that have higher heating needs tend to have higher disconnection rates and a 
higher percentage of accounts deemed uncollectible.  The result indicates that households living in 
cooler areas are more likely to experience electric disconnections, compared to households living in 
warmer areas.  Customers’ cooling need is also a predictor for electric disconnection rates and the 
percent of accounts deemed uncollectible in an IOU.   

The results also demonstrate that the factors influencing residential disconnections are different 
across IOUs’ territories.  For example, education and low income are weaker or statistically-
insignificant predictors of residential disconnections in SDG&E’s territory.  Race is also found less 
influential to disconnections in SDG&E’s service territory.  This might be due to a relatively 
homogeneous population living in San Diego, compared to the more diverse customer groups 
served by PG&E, SCE, and SoCalGas.    

Which IOU serves a zip code also has an impact on residential disconnections.  Zip codes in SCE’s 
territory are found to have higher electric disconnection rates, while zip codes in SDG&E’s territory 
are found to have higher percentages of customers deemed uncollectible.  The results indicate that 
IOU-specific characteristics (e.g., disconnection policies and practices) influence the level of 
residential disconnections at the zip code level.   

While this study presents robust statistical results that quantitatively explain disconnection rates, 
recurring disconnections, and uncollectible rates, this study may have multicollinearity issues that 
result in incorrect coefficient estimates (see the definition and examples of multicollinearity in the 
section of “Description of the Models and Data”).  Therefore, the results should be interpreted with 
relative caution, as residential disconnection is a complex, multi-faceted phenomenon and might not 
be accurately estimated by a single study. 

With the statistical evidence presented in this study, several policy implications may be drawn.  First, 
programs aimed at reducing overall disconnection rates should focus on helping vulnerable 
populations, such as low-income families, economically disadvantaged people of color, and renters.  
Second, families with strong heating needs and cooling needs tend to experience a higher level of 
disconnections.  Customers that experience cold winters and/or hot summers may need assistance 
in managing their energy usage and payments.  Third, future research is needed to identify the 
underlying reasons why disconnections vary across IOUs territories.  Enhancing the understanding 
of IOU differences may help customize programs and practices that reduce disconnections.  
Additionally, since education is a strong inverse predictor of disconnections, public education 
campaigns on energy literacy and raising awareness may be helpful in preventing disconnections.   
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Appendices 
Appendix A  

Variables Description and Source 
Variables Measurement Description Source 

Disconnections 
Disconnection rates Total disconnections divided by number of residential accounts in a zip code in a year.  Data requests sent out by 

Energy Division staff in 
January 2019 

Multiple disconnections Customers got disconnected 1 time, 2 times, or 3 times or more in a zip code in a year. 
Written off Number of customers written off in a zip code in a year.  

Population Total population  Total population in a zip code in a year. 

American Community 
Survey, Census Bureau 

Children Children under 5 years Percentage of children under 5 years old to the total population in a zip code in a year. 
Elderly Age 65 years or older Percentage of the elderly 65 years old or older to the total population in a zip code in a year. 

Disabled Percentage of disables Percentage of people with a disability to the total population in a zip code in a year.

Race Percentage of a race  

Percentage of people who identify as Hispanic or Latino/a to the total population in a zip 
code in a year. 
Percentage of people who identify as Black or African American to the total population in a 
zip code in a year. 

Language Linguistic isolation 
Percentage of limited speaking households, which are households where no one over age 14 
speaks English well in a zip code. 

Income Poverty Percentage of population living below two times the federal poverty level in a zip code in a 
year. 

Unemployment 
Percentage of 
unemployment 

Percent of the population over the age of 16 that is unemployed and eligible for the labor 
force in a zip code in a year. 

Education Bachelor's degree Percent of population over 25 with less than a bachelor’s degree in a zip code in a year. 
Renters Renter-occupied housing Percentage of occupied housing units that are renter occupied.  

Weather 

Heating degree days 
Computed when daily average temperature is less than 65 degrees Fahrenheit. HDD equals 
to 65(F) minus mean daily temperature. Each day is summed to produce an annual total. 

National Centers for 
Environmental 
Information of the 
National Oceanic and 
Atmospheric 
Administration 

Cooling degree days 
Computed when daily average temperature is more than 65 degrees Fahrenheit. CDD equals 
to mean daily temperature minus 65(F). Each day is summed to produce an annual total. 

IOU IOU territory  A dummy variable indicates which IOU serves the zip code. IOUs 
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Appendix B 

Descriptive Statistics 

Variable n Mean Std. Dev. Min Max 
PG&E's territory 9,020 0.508204 0.49996 0 1
SCE's territory 9,020 0.365854 0.481695 0 1
SoCalGas's territory 9,020 0.338692 0.473291 0 1
SDG&E's territory 9,020 0.079379 0.270345 0 1
Number of electric accounts 6,934 7196.549 6962.393 50.08333 30380.25
Electric disconnection rate 6,934 6.860378 4.312978 0 37.45168
Number of gas accounts 5,731 8226.397 6141.609 1 27897.17
Gas disconnection rate 5,731 1.121378 2.180719 0 100
PG&E - Percent of disconnected accounts 
experienced recurring disconnections 4,367 22.45741 11.85923 0 100
SDG&E - Percent of disconnected accounts 
experienced recurring disconnections 568 28.69702 10.23698 0 71.42857
SoCalGas - Percent of disconnected accounts 
experienced recurring disconnections 2,887 10.4167 7.277526 0 100
SCE - Percent of disconnected accounts experienced 
recurring disconnections 2,406 42.25123 55.36602 0 561
PG&E - Number of customers written off 3,871 36.09662 65.91716 0 568
SDG&E - Number of customers written off 563 278.3375 253.0627 0 1128
SCE - Number of customers written off 1,449 171.6867 204.0597 0 1538
SoCalGas - Number of customers written off 2,946 194.2743 196.9613 1 1512
Population 6,436 23385.53 22228.47 0 108051
Children under 5 years (%) 6,425 5.677591 3.146478 0 42.9
Age 65 years old or older (%) 6,425 15.8858 10.50847 0 100
Disabled (%) 6,363 12.63804 8.376529 0 100
Latino (%) 6,383 30.5839 24.77755 0 100
Black (%) 6,383 4.132731 7.518509 0 100
Families living below Federal Poverty Guidelines 
200% (%) 6,274 29.23108 18.47778 0 100
Unemployment rate 6,349 9.801087 7.200285 0 100
Bachelor's degree (%) 6,425 30.27169 20.19804 0 100
Limited English-Speaking Households (%) 6,364 7.86206 9.018397 0 100
Renter occupied housing units (%) 6,337 41.06081 19.6891 0 100
Cooling degree days  7,222  1423.952  657.7235  89  5228.8
Heating degree days 7,222 2340.325 1051.25 0 7401.25

 

 

(End of Attachment 3) 
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ADDENDUM 

Summary of Arrearage Management Programs in Other States 

Introduction 

 Arrearage management programs, or AMPs, are a tool used in other states across the 

country to help customers become current on their utility bills. Customers who have fallen 

behind on their bills can enroll in an AMP. As long as the customer pays their bill on time 

moving forward, the customer will receive a bill credit that reduces their arrearage amounts. In 

some states, customers become eligible for arrearage forgiveness after they make a certain 

number of on-time payments. This addendum describes AMPs in other states across the country, 

to inform parties to the disconnections rulemaking (R1807005) about other programs in use 

nationally.  

Massachusetts 

Pursuant to state statue, Massachusetts utilities must adopt AMPs for eligible low-income 

customers.1 The statute directs the Massachusetts Department of Public Utilities (DPU) to 

establish standards for the AMPs and to annually review each utility’s AMP.2  

Accordingly, the DPU requires each AMP be coordinated with low-income 

weatherization and fuel assistance agencies and services.3 The DPU also requires utilities to 

periodically report monthly information to discern AMP effectiveness. Utilities must offer 

arrearage management plans to customers with an annual household gross income below 60% of 

the state’s median income. Further, utilities may recover AMP costs through base rates and the 

DPU may order modifications to AMPs at any time. 

                                                            
1 St. 2005, ch. 140, Section 17(a) https://malegislature.gov/Laws/SessionLaws/Acts/2005/Chapter140  
2 Information regarding each utility’s AMP was obtained through their annual 2016 AMP review submitted to the 
DPU, each available at: 
Columbia Gas https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9208618; Berkshire Gas 
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9208610; Western Massachusetts Electric 
Company https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9208382; National Grid 
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9208617; NSTAR 
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9208381; New England Gas 
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9198534; Fitchburg Gas and Electric 
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/9208615  
3 Attributes of Massachusetts Gas/Electric “Arrearage Management Programs” (AMPs): 2011 Program Year. 
http://www.fsconline.com/downloads/Papers/2012%2003%20MA_%20ArrearageMgmt_2011.pdf  
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Moreover, each utility has discretion on AMP implementation. Each Massachusetts 

utility’s eligibility, notification, enrolment, payment plans, program benefits, reinstatement and 

program cost recovery plans are discussed below.  

 

Eligibility 

To be eligible for the AMPs offered by utilities, customers must: (1) have an active 

account and be receiving utility service; (2) have a gross annual household income not exceeding 

60% of the State Median Income Guideline for the household size; (3) have an arrearage that is 

at least 60 days past due; and (4) apply and qualify for low-income programs such as Low 

Income Heating and Energy Assistance Program (LIHEAP). Customers that hold a landlord 

account are not eligible for the Program. Two utilities require a minimum arrearage balance of 

$1004 to be eligible for the program, four utilities require a minimum balance of $300.5  

To be eligible for their AMP, Berkshire Gas requires an initial down-payment not 

exceeding 10% of the customer’s arrearage. Columbia Gas offers AMP participants priority 

access to weatherization services provided by Community Action Agency (CAP) agencies. 

 

Notification 

Utilities send notifications in bill inserts to all their customers regarding their AMP,6 as 

well as in program descriptions on the back of monthly customer bills and on the backside of 

every overdue or service disconnection notice.7 Berkshire Gas notifies customers about their 

AMP as part of the welcome brochure. Utilities also send letters specifically to eligible 

customers, to customers recently enrolled in fuel assistance programs, and to customers enrolled 

in other low-income rate programs.8  

All customer service representatives are trained to identify eligible customers and to refer 

customers to AMP specialists.9 Further, utilities work with non-profits to make sure their 

notification messaging is clear and understandable.10 

                                                            
4 NSTAR; Western Massachusetts Electric Company.  
5 Columbia Gas; National Grid; New England Gas; Fitchburg Gas and Electric. 
6 Berkshire Gas; National Grid; NSTAR.  
7 Berkshire; National Grid; NSTAR; New England Gas.  
8 Columbia Gas; Fitchburg Gas and Electric.  
9 Western Massachusetts Electric Company; National Grid; Fitchburg Gas and Electric. 
10 National Grid; Fitchburg Gas and Electric. 
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Enrolment 

Massachusetts utility customers may opt in to an AMP by either contacting the utility 

directly or reaching out to their local CAP agency.11  

 

Payment Plan 

Payment plans are calculated as twelve month levelized payments. The payment amount 

is derived from the customer’s projected electricity/gas usage (based on historical consumption), 

less any fuel assistance commitment. As the customer pays the monthly, levelized bill a 

percentage of the arrearage is forgiven each month. 

The customer is notified of the arrearage credit on their monthly bill. Customers that 

participate in AMPs have their arrearage removed from their account balance and placed in a 

holding account so the arrearage no longer appears on their bill as past due.12 However, the 

customer does see the forgiven amount on their monthly bill.13  

Customers, as well as the utility, may renegotiate the payment amount during the AMP. 

The level payment may be recalculated by the Utility based on the customers actual 

consumption.14 The renegotiation does not change any other terms of the agreement. 

 

Program Benefits 

Massachusetts utilities differ on how much they allow the customer to be forgiven each 

month:  

 Columbia Gas offers a maximum of $3,600 be forgiven annually. If the arrearage at 

the time of enrollment is greater than $3,600, a multiple year plan may be arranged.15  

                                                            
11 Columbia Gas; National Grid; NSTAR; New England Gas; Western Massachusetts Electric Company; Fitchburg Gas 
and Electric   
12 Western Massachusetts Electric Company. 
13 Utilities note arrearage forgiveness amount on customer monthly bills to incentive customers to continue with 
the program. 
14 National Grid reviews level payments every three months to determine if any adjustments are required. New 
England Gas reevaluates the customers level payments semi‐annually. Fitchburg Gas and Electric allows for 
renegotiation throughout the programs duration and adjusts level payments if the payment should be adjusted by 
$10 or more per month.  
15 Requests to extend the payment plan beyond the terms of the original agreement must be initiated by the 
customer after the expiration of the original payment plans. Additionally, the customer must have made all 
payments due on the first arrangement.  
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 Berkshire Gas allows customers to earn 100% forgiveness of their full arrearage 

balances. Customers may be forgiven up to $250 per month over the term of the 

AMP. Customers enter the AMP for a minimum of 12 months and must make 

minimum monthly payments of $15. 

 Western Massachusetts Electric Company offers monthly arrearage forgiveness of the 

greater of either $10 or 1/12th of the starting arrearage, not to exceed an annual write 

off of $9,000. 

 National Grid allows AMP customers 100% forgiveness at a rate of up to $1,500 

forgiven annually. 

 New England Gas offers 100% arrearage forgiveness at a maximum of $1,200 

forgiven annually. 

 Fitchburg Gas and Electric allows for a maximum annual arrearage forgiveness of 

$1,200 for electric or gas service, and $2,400 for customers who have both electric 

and gas service. If a customer’s arrearage exceeds the annual limit, a payment plan 

exceeding one year may be implemented. 

 

Reinstatement 

Massachusetts utilities treat defaulted payments differently: 

Defaulted payments 

 Columbia Gas, Berkshire Gas, and England Gas customers default when they miss one 

payment. 

 Western Massachusetts Electric Company, National Grid, and NSTAR customers default 

when they miss two payments.16 

 Columbia Gas, National Grid, NSTAR, England Gas, and Fitchburg Gas and Electric 

allow customers to be reinstated into the program if they make full payment of all missed 

amounts within the agreement term. 

 Berkshire Gas offers customers reinstatement into the program when the customer makes 

full payment within 30 days of missing the payment. 

                                                            
16 NSTAR notes that when the second late payment is not paid within 14 days of the scheduled payment date, the 
customer is dropped from the program and the customer is placed into the standard collection process. 
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 Once paid, forgiveness credits are applied as if the customer had not defaulted.17 

 If customers do not make a payment within the allowed timeframe, AMP benefits are 

forfeited and customers become eligible for termination of service.18 

Participation 

 NSTAR’s AMP allows customer to be eligible to participate in the program again after 

13 months from the date of their last participation. 

 Columbia Gas, England Gas, and Fitchburg Gas and Electric allow customers to enroll in 

their AMP once. The utility may allow a customer to participate again on a case-by-case 

basis if the customer shows extenuating circumstances.19 

 Berkshire Gas allows customers to reapply and participate in the AMP after the one year 

anniversary of the previous date of application and/or participation in the Program. The 

one year waiting period may be waived if the subsequent application is submitted by a 

CAP agency on behalf of the customer and the customer demonstrates significant 

deterioration in income or other extenuating circumstances. Approval of such an 

application is made at the sole discretion of the utility. 

 If a customer defaults on AMP payments they may not be allowed to apply into the AMP 

a second time. The utility may make exceptions on a case-by-case basis if the customer 

demonstrates significant deterioration in income or other extenuating circumstances since 

enrolling in the AMP.20 

 If a customer is found to have misrepresented any information in the application, AMP 

credits will be reversed, and the customer will be disqualified from the Program. As long 

as customers honor Program commitments, they are protected from disconnection.21 

 

Program Cost Recovery 

                                                            
17 National Grid. 
18 NSTAR. 
19 Customers that participated in AMP pilot programs are eligible to participate in the AMP again.  
20 Fitchburg Gas and Electric 
21 Berkshire Gas 
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NSTAR and England Gas specify that they weigh the costs and benefits of the program to 

determine whether they will seek to recover program costs.22 The utilities only seek program cost 

recovery when the program’s costs outweigh the benefits. Costs include program management 

and arrearage forgiveness. Benefits include avoided collection costs of customers in the program 

as compared to the collection costs of customers not in the program, benefits associated with the 

cost of carrying money, and benefits of the payments made by the customers in the program as 

compared to customers not in the program.  

 

Ohio 

Ohio offers a Percentage of Income Payment Plan Plus (PIPP Plus).23 Large regulated gas 

and electric companies must provide the PIPP Plus program to their customers.24 

To be eligible for PIPP Plus, customers must receive service from a regulated utility, 

apply for energy assistance programs, and have a gross annual household income at or below 

150% of the federal poverty guidelines. Customers must submit an Energy Assistance Program 

application to the Ohio Development Services Agency with proof of their gross monthly 

household income for at least the last 30 days.25 

Once enrolled, the customer’s monthly payment for electric and natural gas customers is 

set at either $10 or 6%-10% of gross monthly household income, whichever is greater.26 If a 

customer has no income, the $10 payment for electric customers may be waived for up to 180 

days.27 The first payment is due upon enrolling into the program.  

Each time a customer pays their bill on time they are forgiven 1/24th of their full 

arrearage amount.28 If a customer misses a payment, they do not receive arrearage forgiveness 

for that month.29 Customers have one billing cycle to make up payments or they will be removed 

from the program and their entire balance will become due. Every 12 months, the customer must 

                                                            
22 For a sample formula utilities use to calculate costs, see NSTAR pg 4. 
23 https://development.ohio.gov/is/is_pipp.htm  
24 https://www.puco.ohio.gov/be‐informed/consumer‐topics/percentage‐of‐income‐payment‐plan‐plus‐pipp‐plus/ 
25 Customers may find their local energy assistance program provide at this website: http://oacaa.org/directory/ 
26 https://www.puco.ohio.gov/be‐informed/consumer‐topics/percentage‐of‐income‐payment‐plan‐plus‐pipp‐plus/  
27 Id.  
28 Id.  
29 Id.  
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provide proof of their gross monthly household income. Customers may re-enroll in PIPP Plus 

after they have been removed from the program for failure to prove they are income eligible. 

If a participating customer’s income increases and disqualifies them from the PIPP Plus 

program, the customer will be placed on a Graduate PIPP Plus plan which provides a customer 

with a 12 month transition from PIPP Plus to full payments.30 Graduate PIPP Plus customers will 

continue to have a portion of their arrearage forgiven monthly.  

Customers who change utilities yet have an outstanding balance with their previous 

utility may participate in a Post-PIPP program.31 The customer has 12 months from the time they 

discontinue service with the utility to earn credits towards their previous outstanding balance. 

For every payment of 1/60th of the outstanding balance to their former utility, the customer earns 

a credit equal to 1/12th of their outstanding balance. Customers may sign up for Post-PIPP when 

they cancel their gas and/or electric service.  

 

Illinois 

Per state statue, Illinois provides utility customers a Percentage of Income Payment Plan 

(PIPP).32 The Illinois Department of Commerce and Economic Opportunity and the LIHEAP and 

Weatherization Assistance Program grantee administer the PIPP and coordinate it with 

LIHEAP.33 The funding for the program comes from LIHEAP or Supplemental Low-Income 

Energy Assistance Fund (SLEAF) funds.34 

To be eligible for the program, customers must have an income 150% or less of the 

federal poverty guidelines and an active account with their utility.35 Customers may apply for the 

PIPP online or may reach out to their CAP for assistance.36 

                                                            
30 Id.  
31 https://development.ohio.gov/is/is_pipp.htm  
32 SB 1918 http://www.ilga.gov/legislation/96/SB/09600SB1918enr.htm; 
https://www.illinois.gov/publicincludes/statehome/gov/documents/07%2010%2009%20SB%201918%20FINAL%20
PIPP%20fact%20sheet.pdf; http://www.ilga.gov/legislation/ilcs/ilcs3.asp?ActID=1416&ChapterID=28  
33 https://liheapch.acf.hhs.gov/dereg/states/illinois.htm  
34 SLEAF is funded via a monthly surcharge gas and electric utilities collect from customers that is deposited into a 
state fund. https://liheapch.acf.hhs.gov/profiles/Illinois.htm; For an evaluation of Illinois’ PIPP Pilot Program see: 
http://www.appriseinc.org/reports/Illinois%20PIPP%20Impact%20Report%20‐%20FINAL.pdf 
35 https://liheapch.acf.hhs.gov/dereg/states/ilsnapshot.htm  
36 Community action agencies: 
https://www2.illinois.gov/dceo/communityservices/homeweatherization/communityactionagencies/pages/defaul
t.aspx  
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Once enrolled in the program, the customer may receive a maximum PIPP arrearage 

benefit of 1/12th of their past due bills, up to $1,000 per year for gas and electric bills.37 

Customers are not responsible for any fees associated with their pre-program arrears covered by 

the program.38 Further, customers must annually verify their household composition and 

income.39  Utilities are entitled to recover reasonable PIPP administrative and operational costs 

from the SLEAF.40 

 

 

Maine 

Per state statute, Maine utilities must implement arrearage management programs.41 To 

qualify, customers must be eligible for LIHEAP, have a past-due balance of $500 or more that is 

at least 90 days past due and have not previously participated in, withdrawn from, or failed to 

comply with the AMP terms.42 Further, the account in arrears must be an individually metered 

residential electric account taking service on a continuing year-round bases.43 To enroll, 

customers must affirmatively opt into the program.  

The Maine Public Utilities Commission (PUC) requires the utilities to notify all eligible 

customers about the AMP no later than two billing cycles after the customer becomes eligible. 

Further, the utilities are instructed to coordinate with the CAPs that serve customers in its service 

territory to ensure the eligible customers are aware of the AMP when they enroll in other utility 

assistance programs. Utilities supply AMP enrollment forms to the CAPs who help customers 

complete and submit the form.  

Monthly forgiveness credit equals 1/12th of the customer’s arrearage, subject to a monthly 

cap of $300. If a customer’s arrearage exceeds $3,600 and thus is not forgiven within the 

program’s 12 month term, customers may reapply to continue participating in the program.  

                                                            
37 https://liheapch.acf.hhs.gov/dereg/states/ilsnapshot.htm  
38 Id. 
39 Id.   
40 http://www.ilga.gov/legislation/ilcs/ilcs3.asp?ActID=1416&ChapterID=28  
41 Public Law 556: https://www.mainelegislature.org/legis/bills/bills_126th/chapters/PUBLIC556.asp  
42 https://www.emeramaine.com/residential/programs‐and‐services/arrearage‐management‐program/  
43 State of Maine Public Utilities Commission Rule Chapter 317: Statewide Arrearage Management Program:  
https://www.maine.gov/sos/cec/rules/65/chaps65.htm  
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If a customer fails to pay a monthly bill they must make up the missed payment and late fees in 

order to receive the forgiveness credit. If a customer misses two payments and does not repay 

them within the due date, the customer is removed from the program and is no longer eligible to 

participate.  If a customer voluntarily withdraws from the program they will be disqualified from 

future participation.  

On customer utility bills, the Maine PUC instructs utilities to remove the arrearage 

amount from the current amount due. Instead, the amount forgiven and still due may be noted 

somewhere else on the bill or on a bill insert. Utilities may not attempt to collect the arrearage 

amount from program participants. However, once customers withdraw from the program, the 

utility may resume regular collection activity. Any amount forgiven while the customer was in 

the program cannot be reinstated to the customer’s bill.  

Additionally, each utility must file a quarterly report with the Commission which 

includes number of program participants (separated by rate class), total number of eligible 

customers, number of defaults, number of re-enrollments, how many customers successfully 

finished the program, average amount of arrearage at time of enrollment, and total amount of 

arrears forgiven. Further, utilities may recover costs of the program, including incremental costs, 

reconnection fees and administrative and marketing costs.  

 

New Jersey 

New Jersey has a state run arrearage forgiveness program. To qualify for the state’s 

arrearage forgiveness program, utility customers must first apply for either LIHEAP or the 

state’s Universal Service Fund (USF). 

The state funded USF provides a monthly credit to a customer’s utility bill. To be 

eligible, the customer must: have an income less than or equal to 175% of the federal poverty 

level; reside at the address on their utility account; and have utility bill which constitutes over 

3% of household income, or 6% if electric heat. Customers apply directly for USF. Alternatively, 

customers that apply and are found eligible for LIHEAP benefits are automatically screened for 

USF eligibility.  

Once a customer is found to be eligible for USF and the customer has an overdue balance 

of over $60, the customer is automatically enrolled in Fresh Start. Fresh Start is New Jersey’s 

arrearage management program where the customer will have their entire arrearage forgiven 
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within 12 months of enrollment if they make the requisite payments.44 A customer may be 

enrolled in the Fresh Start program once. Customers cannot apply to the Fresh Start program 

directly.  

 

Connecticut  

Per state statue, Connecticut’s regulated utilities must implement arrearage forgiveness 

programs.45 To be eligible, customers must be eligible for the winter moratorium program, have 

a minimum arrearage amount and have a minimum usage amount.46  

For example, Eversource electric (heat and non-heat) customers are eligible for the 

utility’s AMP when they have an arrearage of $300 or more; are at least 60 days delinquent; have 

income at or below 60% of state median income; and have not been dropped from the AMP for 

nonpayment within the past year. While customers are advised to apply for energy assistance 

before applying for the AMP, this is not a requirement.47 

  

(End of Attachment 4) 

                                                            
44 http://www.njcommunityresources.info/njenergy.html  
45 Conn. Gen. Stat. § 16‐262c(b)(4)‐(5) https://www.cga.ct.gov/current/pub/chap_283.htm#sec_16‐262c 
46 https://uwc.211ct.org/utility‐matching‐payment‐programs/  
47 https://www.icarol.info/ResourceView2.aspx?org=2385&agencynum=17326061  
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